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top Broadcast Mail
Help Page Title Synopsis
Broadcast Email List Options This page is used by the department Supervisor to generate mailing lists for sending broadcast mail.
Build List From Customer Feedback Use this page to build a mail list based on customer feedback provided in the customer satisfaction survey.
Build List From Customers Database Use this page to build a mail list from the Customer database.
Build List From Mail List Database Use this page to build a mail list from the Mail List database.
Build List From Referral Contacts Use this page to build a mail list from the Referrals database.
Build List From System Users Use this page to build a mail list from the System Users database.
Build List From Tickets Database Use this page to build a mail list from the request tickets database.
Review Mailing List And Send Message Use this page to refine your mailing list, send a test message, and send your broadcast mail.
top Customer Database
Help Page Title Synopsis
Customer Database Add Page Use this page to add a new entry into the Customer database.
Customer Database Detail Page Shows the detail for a record in the Customer database.
Customer Database Edit Page Use this page to edit the Customer database.
Customer Database List Page Lists contacts from the Customer Database.
Customer Database Search Page Use this page to search the Customer database.
top FAQ Database
Help Page Title Synopsis
FAQ Database Add Page Use this page to add a new entry into the FAQ Database.
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FAQ Database Detail Page

Shows the detail for a record in the FAQ database.
FAQ Database Edit Page

Use this page to edit data in the FAQ Database.
FAQ Database List Page

Lists matching items from the FAQ Database.

FAQ Database Search Page

Use this page to search the FAQ database.

top Home Pages
. ________________________________________________________________________________________________________________________|]

Help Page Title Synopsis

Department Supervisor Home Page This is th_e user Hom_e Page _for the Supervisor user class. This page primarily includes links to administrative features
and provides status information.

Executive Level Home Page ;I:gzézglle user Home page for the Executive user class. This page primarily includes links to reports and customer

Service Representative Home Page

Home page for the Service Representative user class.

top Knowledge Base

. ___________________________________________________________________________________________________________________________________________________________________|]
Help Page Title Synopsis

Knowledge Base Add Page

Use this page to add a new entry into the Knowledge Base database.
Knowledge Base Detail Page

Shows the detail for a record in the Knowledge Base database.
Knowledge Base Edit Page

Use this page to edit a Knowledge Base listing.

Knowledge Base List Page

Lists matching items from the Knowledge Base database.

Knowledge Base Search Page

Use this page to search the Knowledge Base for information.

top Mail List
________________________________________________________________________________________________________________________|

Help Page Title Synopsis
Mail List Database Add Page

Used to add a record in the database.

Mail List Database Detail Page

Shows the detail for a record in the database.

Mail List Database Edit Page

Used to edit a record in the database.

Mail List Database List Page

Lists contacts from the Mail List database.

Mail List Database Search Page

Use this page to search the Mail List database.

top Manage Accounts

I ———
Help Page Title Synopsis

Manage User Accounts The Manage User Accounts page is used to add, edit, and delete Service Representative and Supervisor user
accounts for your department.

System User Login Page

Login page for Managers, Supervisors, and Service Representatives.
View & Edit User Account

This page is used by the department Supervisor to view and edit the account information of a particular user.

top My Profiles
________________________________________________________________________________________________________________________|
Help Page Title Synopsis

My Profile Detail Page

Use this page to view your user profile.

My Profile Edit Page Modify the contents of a profile.
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Help Page Title Synopsis

Notes Add Page Use this page to add a note to a request ticket.

Notes Detail Page Use this page to view a note that is attached to a request ticket.

Notes Edit Page Use this page to edit a note that is attached to a request ticket.

Help Page Title Synopsis
My Response Add Page

Use this page to add a new entry into the Response database.

My Response Detail Listing

Shows the detail for a record in the response database.

My Response Edit Page

Use this page to edit a quick response listing.

My Response List Page

This page lists available quick responses.

My Response Search Page

Use this page to search the Quick Response database.

Help Page Title Synopsis
Referral Lists Add Page

Use this page to add a Referral Lists listing.

Referral Lists Detail Page

Shows the detail for a record in the Referral Lists database.

Referral Lists Edit Page

Use this page to edit a Referral List.

Referral Lists List Page

Lists items from the Referral Lists database.

Help Page Title Synopsis
Referral Messages Add Page

Use this page to add a Referral Message listing.

Referral Messages Detail Page

Shows the detail for a record in the Referral Message database.

Referral Messages Edit Page

Use this page to edit a Referral Message.

Referral Messages List Page

Lists items from the Referral Messages database.

Help Page Title Synopsis
Referral Contacts Add Page

Add a referral contact.

Referral Contacts Detail Page

Detailed information regarding a referral contact.

Referral Contacts Edit Page

Used to modify referral contact information.

Referral Contacts List Page

List of referral contacts that match a search or browse.

Referral Contacts Search Page

Used to search the referral contacts database.
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Help Page Title

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report

Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source

Tickets Grouped By Status

Tickets Sorted By Date

Help Page Title
Create Ticket Page

Make Referral

Request Database Detail Page

Request Database List Page

Request Database Search Page

Service this Request

Help Page Title

Synopsis

Customer feedback snapshot for the last 30 days presented in a graphical format.

Lists all customers in the Customer database sorted and grouped by affiliation.

Lists all customers in the Customer database sorted and grouped by type.

Lists all customers in the Customer database sorted by affiliation.

This report summarizes department activity for a given date range.

This report summarizes the department pipeline status for a given date range.

This report provides a breakdown of response time for requests serviced in a selected date range.

This report lists customer comments and feedback from Surveys created within the selected date range.

Customer feedback grouped based on responses to the Response Helpful question. This report supports date
selection.

Customer feedback grouped based on responses to the Response Timely question. This report supports date
selection.

Customer feedback grouped based on responses to the Site Easy question. This report supports date selection.
This report provides a graphical summary of customer feedback received in a given date range.

Use this page to establish a date range filter for the selected report.

Reports on individual Service Representative productivity in the selected date range.

Used by the department Supervisor to select one of the many reports available.

This report details system-wide activity and presents both aggregate and department level results.

This report provides a detailed listing of customer feedback received in a given date range.

This report provides a graphical summary of customer feedback received in a given date range.

This report details system-wide pipeline status and presents both aggregate and department level results.

This report provides a breakdown of the response time for requests serviced in a selected date range. Results are
presented at both the aggregate and department levels.

This report shows all the Request Tickets in the selected date range, sorted by date and grouped by category.
Requests sorted and grouped by date and Service Representative.

Requests sorted by date and grouped by source.

Requests sorted by date and grouped by status.

This report shows all the Request Tickets in the selected date range, sorted by date.

top Request Database
Synopsis
This is what a service representative sees when adding a request.
Use this page to send a referral to one or more third parties.
Use this page to review the complete history of a customer request.
This page shows the requests that match your search or selection.
Use this page to search the request ticket database for a particular service request.

Use this page to service a customer request.

top Setup Categories

Synopsis
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Cateqgories For Customer Database Use this page to add and edit categories for the Customer database.
Cateqgories For Customer Survey Use this page to add and edit answers categories for the Customer Survey.
Categories For Knowledge Base Use this page to add and edit categories for the Knowledge Base database.
Categories For Mail List Use this page to add and edit categories for the Mail List database.
Cateqgories For Referral Database Use this page to add and edit categories for the Referral database.
Categories For Request Tickets Use this page to add and edit categories for the Request Tickets database.
Categories For Service Rep Locations Use this page to add and edit categories of Service Representative locations.
Setup & Edit Categories Use this page to add and edit categories throughout the system.
top User Feedback
Help Page Title Synopsis
Customer Survey Feedback This report provides the department Supervisor with access to customer feedback.
Customer Survey Feedback Comments Provides the department Supervisor with access to narrative customer feedback.
Filter Customer Survey Results Provides the department Supervisor with the ability to search customer feedback in a variety of ways.
Survey Completed Thanks users for completing the survey.
User Feedback Add Page Users submit their surveys from this page.
User Feedback Detail Page Shows user response to feedback questions and comments if submitted.
NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login
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Broadcast Email List Options
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This page is used by the department Supervisor to generate Fe E6 Yew Fgete Ik Hee

mailing lists for sending broadcast mail. Hatienal Oceanic and Atmospheric Adn
HELP TOPIC National Weather Se

I Broadcast Mail |
USER CLASS

Supervisor Other Data Stores
MENU SELECTIONS [Z1  Raferrals Comacts
Home Page: Links to the Supervisor I
Home page. 1  WWSTG Cusiomers
. J Ty 1 Py LR =
Broadcast Mail: Reopens the current page. K Survey Respor Lo=x ]
This link is provided for menu |[ B S o
consistency between the I [ user raee] ,.:.:
various pages in this module. [_Easyto ]

T il L

DETAILED DESCRIPTION

This page provides a wide variety of different ways to build a broadcast mailing list. As a Supervisor, you can build the list from virtually any
data available within the system.

You have two basic options for building your list.

(1) You can select a value from one of the available selection lists. This will immediately build your list based on the value you choose and
open a broadcast mail page where you can make further refinements to the list if necessary.

(2) You can click on one of the provided page links to open a selection page that provides many additional options. This method includes an
additional step, but it provides much more flexibility.

PAGE LINKS USER INPUTS

Each of the page links described below opens a selection Each of the selection lists described below will build a "quick list" based on
page that provides various additional choices for building your the value you select.

mailing list.

Status: Build a list of customers that have a
Customer Tickets: Click on this link to build a ticket status with the selected value.

mailing list using data from
the service request
database.

Survey Responses: Click on this link to build a
mailing list from customer
feedback provided in the
g Timel Id a list of based

. - . imely: Build a list of customers based on
Referral Contacts: CI|9I§ on'thls link to build a how they feel about the time frame
malllnng “S.t from data of the service they received.
provided in the Referral

Closed Last: Build a list of customers based on
tickets being closed within the last 1
- 90 days.

Helpful: Build a list of customers based on
how they feel about the helpfulness
of the service they received.

Contacts database. Easy to Use: Build a list of customers based on
Customers: Click on this link to build a Egz}v;??%sfeseylsrt(;(‘rqirdmg the ease-of
mailing list from data in the
Customers database. Expertise: Build a list of referral contacts
based on the selected area of
expertise.
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System Users: Click on this link to build a Products: Build a list of customers based on
mailing list from the NWS their subscription the selected
CRM system users product.
database. User Class: Build a list of system users based
Mail List: Click on this link to build a on the selected user class.
mailing list from the Mail List

Category: Build a list of mail recipients based
on the selected malil list category.

OTHER HELP PAGES RELATING TO THIS TOPIC

Build List From Customer Feedback

database.

Build List From Customers Database

Build List From Mail List Database

Build List From Referral Contacts

Build List From System Users

Build List From Tickets Database

Review Mailing List And Send Message

NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login
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PAGE TITLE

Build List From Customer Feedback

SYNOPS|S N HOw - Hatianal Weather Seivicn - Miciosll Interet Eapom
Use this page to build a mail list based on customer feedback
provided in the customer satisfaction survey. — Mational Gceanic and Atmospheric AdmiRlEtrat

HELP TOPIC National Weather Service

I Broadcast Malil |

USER CLASS
Supervisor
MENU SELECTIONS

Home Page: Links to the Supervisor

Home page. T
Broadcast Mail: Links to the Broadcast Email Rrspome Time: ]

page. T

DETAILED DESCRIPTION

This page gives great flexibility in building a highly targeted mailing list. You can choose any combination of the provided selection criteria.
The more criteria you select, the more focused your list will be.

To build a list of every person that ever responded to the customer satisfaction survey, just leave all the input fields blank and click the NEXT
button.

PAGE LINKS USER INPUTS

None After selecting one or more criteria from the options shown below, click the
NEXT button to build your list.

Serviced By: Build from surveys provided from
customers who were serviced by
the selected Service
Representative.

Responses On Or Before: Build from survey responses
provided on or before the indicated
date.

Responses On Or After: Build from surveys received on or
after the indicated date.

Response Helpful: Build from surveys that indicated
the selected answer on the
"Response Helpful" question.

Response Timely: Build from surveys that indicated
the selected answer on the
"Response Timely" question.

Easy To Use: Build from surveys that indicated
the selected answer on the "Site
Easy" question.
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Build List From Customer Feedback

OTHER HELP PAGES RELATING TO THIS TOPIC

Broadcast Email List Options

Build List From Customers Database

Build List From Mail List Database

Build List From Referral Contacts

Build List From System Users

Build List From Tickets Database

Review Mailing List And Send Message
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PAGE TITLE

Build List From Customers Database

SYNOPSIS
Use this page to build a mail list from the Customer database.

SR HOAK - Hational Weather Seivicn - Mictssll Inbeiret Eeplore:
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HELP TOPIC

Hational Goceanlc and Atmospheric o
i

National Weather Ser

I Broadcast Malil |

USER CLASS
Supervisor
MENU SELECTIONS

Home Page: Links to the Supervisor

Home page.
Broadcast Mail: Links to the Broadcast Email

page.

| NET e | RESET

DETAILED DESCRIPTION

This page gives you great flexibility in building a highly targeted mailing list. You can choose any combination of the provided selection

criteria. The more criteria you select, the more focused your list will be.

To build a list of every person in the Customer database, just leave all the input fields blank and click the NEXT button.
PAGE LINKS

USER INPUTS

None

After selecting one or more criteria from the options shown below, click the

NEXT button to build your list.

Name:

Company:

Keyword:

Type:

Country:

Build the list based on
customers with the
entered name or name
fragment.

Build the list based on
customers with the
indicated company
name or fragment.

Build the list based on
customers with the
following keywords.
Multiple words are
combined using a
logical AND. Keywords
are matched against all
available information
fields.

Build the list based on
customers with the
selected Customer
type.

Build the list based on
customers from the
indicated country.
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Build List From Customers Database

Service Build the list based on
Subscriptions: customers that
subscribe to the
following services.

OPR: Build the list based on
customers with the
selected Office of
Primary Responsibility.

OTHER HELP PAGES RELATING TO THIS TOPIC

Broadcast Email List Options

Build List From Customer Feedback

Build List From Mail List Database

Build List From Referral Contacts

Build List From System Users

Build List From Tickets Database

Review Mailing List And Send Message
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Build List From Mail List Database

SYNOPSIS

Use this page to build a mail list from the Mail List database.
HELP TOPIC

TR HOAK - Hational Westher Senvicn - Mictsll Inteiret Eeplone:

il it 3 e, e g ban ol o RN DG bar 360 TE4E

I Broadcast Malil |

USER CLASS
Supervisor
MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.

Broadcast Mail: Links to the Broadcast Email
page.

DETAILED DESCRIPTION

You can choose any combination of the provided selection criteria. The more criteria you select, the more focused your list will be.

To build a list of every person in the Mail List database, just leave all the input fields blank and click the NEXT button.

PAGE LINKS USER INPUTS
None. After selecting one or more criteria from the options shown below, click the

NEXT button to build your list.

Name: Build the list based on the indicated
name or fragment.

Email Address: Build the list based on individuals
with the following email address
fragment.

Mail List Category: Build the list based on individuals
with the selected categories.
OTHER HELP PAGES RELATING TO THIS TOPIC
Broadcast Email List Options

Build List From Customer Feedback

Build List From Customers Database

Build List From Referral Contacts

Build List From System Users

Build List From Tickets Database

Review Mailing List And Send Message
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PAGE TITLE
Build List From Referral Contacts
SYNOPSIS

Use this page to build a malil list from the Referrals database.
HELP TOPIC

TR HOAK - Hational Weather Senvicn - Miciosll Ineiret Eeplore:

Agians | @] Fes R neeoode tomdogr IEEET SUny T ey AR R4S

I Broadcast Malil |

USER CLASS
Supervisor
MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.
Broadcast Mail: Links to the Broadcast Email
page.

DETAILED DESCRIPTION

This page gives you great flexibility in building a highly targeted mailing list. You can choose any combination of the provided selection
criteria. The more criteria you select, the more focused your list will be.

To build a list of every person in the Referrals database, just leave all the input fields blank and click the NEXT button.

PAGE LINKS USER INPUTS
None. After selecting one or more criteria from the options shown below, click the

NEXT button to build your list.

Name: Build the list based on referral
contacts with the provided name or
name fragment.

Affiliation: Build the list based on referral
contacts with the provided
affiliations.

Keyword: Build the list based on referral
contacts with the following
keywords. Multiple words are
combined using a logical AND.
Keywords are matched against all
available information fields.

Expertise: Build the list based on referral
contacts with one or more of the
listed areas of expertise.

Country: Build the list based on referral
contacts with the indicated country.
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Build List From Referral Contacts

OTHER HELP PAGES RELATING TO THIS TOPIC

Broadcast Email List Options

Build List From Customer Feedback

Build List From Customers Database

Build List From Mail List Database

Build List From System Users

Build List From Tickets Database

Review Mailing List And Send Message
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PAGE TITLE

Build List From System Users

TR HOAK - Hational Weather Senvicn - Mictssll Intbeiret Eeplore:

SYNOPSIS

Use this page to build a malil list from the System Users
database.

HELP TOPIC

I Broadcast Malil |

USER CLASS

Supervisor

MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.

B i nspscde domioge binfaol ngecade: com o b

Broadcast Mail: Links to the Broadcast Email
page.

b I B B B B B B B |

DETAILED DESCRIPTION

You can choose any combination of the provided selection criteria. The more criteria you select, the more focused your list will be.

To build a list of every person in the System Users database, just leave all the input fields blank and click the NEXT button.

PAGE LINKS USER INPUTS

None. After selecting one or more criteria from the options shown below, click the
NEXT button to build your list.

Location Site: Build the list based on system users
from the indicated site location.

Questions Pertain To: Build the list based on system users
that have the following areas of
expertise selected in their profiles.

OTHER HELP PAGES RELATING TO THIS TOPIC
Broadcast Email List Options

Build List From Customer Feedback

Build List From Customers Database

Build List From Mail List Database

Build List From Referral Contacts

Build List From Tickets Database

Review Mailing List And Send Message
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PAGE TITLE

Build List From Tickets Database

SYNOPSIS

Use this page to build a mail list from the request tickets
database.

HELP TOPIC

SR HOAK - Hational Westher Seivicn - Mictssll Inteiret Eephone:

B i spede. comoge bin el opade. domloae b delE

National Weather'*é_ -

NWS Customer Relationship Manag

I Broadcast Malil |

USER CLASS
Supervisor

MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.

Broadcast Mail: Links to the Broadcast Email
page.

DETAILED DESCRIPTION

This page gives you great flexibility in building a highly targeted mailing list. You can choose any combination of the provided selection
criteria. The more criteria you select, the more focused your list will be.

To build a list of every person that ever requested service, just leave all the input fields blank and click the NEXT button.

PAGE LINKS USER INPUTS

None After selecting one or more criteria from the options shown below, click the
NEXT button to build your list.

Tickets On Or Before: Build the list based on customer
tickets created on or before the
indicated date.

Tickets On Or After: Build the list based on customer
tickets created on or after the
indicated date.

Tracking Number: Build the list based on customer
tickets with the provided tracking
number or fragment.

Name: Build the list based on customer
tickets with the provided name or
name fragment.

Affiliation: Build the list based on customer
tickets with the indicated affiliation.

Current Status: Build the list based on customer
tickets with the selected status.

Question Pertains To: Build the list based on customer
tickets with the indicated request
category.
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Build List From Tickets Database

Keyword: Build the list based on customer
tickets with the following keywords.
Multiple words are combined using
a logical AND. Keywords are
matched against all available
information fields.

Serviced By: Build the list based on customer
tickets serviced by the selected
Service Representative.

Type: Build the list based on customer
ticket type: New or Follow-Up.

OTHER HELP PAGES RELATING TO THIS TOPIC

Broadcast Email List Options

Build List From Customer Feedback

Build List From Customers Database

Build List From Mail List Database

Build List From Referral Contacts

Build List From System Users

Review Mailing List And Send Message

NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login

http://v36.surecode.com/cgi-bin/doit.cgi?204:536:189707334:28 (2 of 2) [12/19/02 10:20:30 AM]


http://v36.surecode.com/cgi-bin/doit.cgi?203:536:189707334:28
javascript:history.go(-1);
http://v36.surecode.com/cgi-bin/doit.cgi?218:536:189707334:1
http://v36.surecode.com/cgi-bin/doit.cgi?202:536:189707334
javascript:print();
http://v36.surecode.com/cgi-bin/doit.cgi?218:506:1:1

Review Mailing List And Send Message

National Weather Service: Customer Relationship Management System Back | Contents | Search | Print | Login
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PAGE TITLE
Review Mailing List And Send Message

SYNOPSIS

Use this page to refine your mailing list, send a test message, pr—
and send your broadcast mail. National Weather Ser

NWS Customer Relationship Managers
HELP TOPIC

I Broadcast Malil |

USER CLASS

Supervisor - [Subjece._____]
f [

MENU SELECTIONS e T ——

Home Page: Links to the Supervisor
Home page.

Broadcast Mail: Links to the Broadcast Mail
page.

alla
E=sll Submit Changs I{l'uulwI%\ﬁ"w Al Change Requests

DETAILED DESCRIPTION

Based on your selections on the previous page, the list of potential recipients is shown on the left. If your selections were such that no
matching email addresses could be found, the list is hidden and a status message is shown instead. In this case, click the Back button on
your Browser and try to select a less restrictive set of filter options.

You have the flexibility to send your message to everyone on the broadcast list, or only to selected addresses. To send to everyone, click
the SELECT ALL button at the top of the list. This will cause all of the names on the list to become highlighted.

To target individual addresses, use your mouse and the Ctrl key on your keyboard. Press and hold the Ctrl key and use your mouse to
highlight just those addresses you want to include. If you accidentally select an incorrect address, clicking on it again with the Ctrl key
pressed will de-select it.

If you have a long list and want to send to everyone except a few individuals, click the SELECT ALL button and - again - de-select those
one or two addresses by clicking with the mouse while holding the Ctrl key depressed.

Note: the instructions outlined above assume you are using Windows. Other systems usually provide equivalent capabilities, but some of
the keystrokes may be different. Please consult your OS manual to get more information on your particular system

After you refine your broadcast list, enter the subject line and message in the provided input boxes. Whatever you type will be passed along.
Do not use HTML tags in your message - these may interfere with the HTML tags necessary to make the broadcast mail page work properly.

Once you think you have your message ready to go, the system lets you test it by providing the ability to send a test email to a single
address. To use this feature, simply enter the email address of the test recipient into the Send Test To input box and click the TEST button.
You can apply edits to the message and send tests as many times as necessary to get your message and presentation just right.

Finally, after you refine your list and test your message, click the SEND MAIL button located at the bottom of the page to send your
message to all of the addresses that you selected.
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Review Mailing List And Send Message

PAGE LINKS USER INPUTS

Select All: Highlights all of the The following provides details regarding the available input fields. After you
addresses on the selection make any necessary edits, click the SEND MAIL button to send your
list. broadcast mail.
Test: Sends a test email message Send Test To: The email address where the test
to the indicated address. message should be sent.
Send Mail: Sends the mail message to Subject: Subject for broadcast mail
all of the highlighted message.
addresses on the list. Message: Message body for broadcast mail
message.

OTHER HELP PAGES RELATING TO THIS TOPIC

Broadcast Email List Options

Build List From Customer Feedback

Build List From Customers Database

Build List From Mail List Database

Build List From Referral Contacts

Build List From System Users

Build List From Tickets Database
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National Weather Service: Customer Relationship Management System

User Manual & Documentation

Back | Contents | Search | Print | Login

PAGE TITLE
Customer Database Add Page

SYNOPSIS

.‘dﬂl::‘lt-l'_.. d e Dr'coe 7| TROSEN | TAOGENT
Use this page to add a new entry into the Customer e r—— e
database.

HELP TOPIC
ICustomer Database |

USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Browse: Click here to list all the data
available in the database.

Search: Click here to go to the Dilve-ct Costact informasion

Addidenal Inloisasies

1 Back o Prim Choss ’

Add NWSTG Customer

Contact edsamation

g Do

DETAILED DESCRIPTION

This page is used to add a new data record to the Customer database. This is available to both Service Representatives and Supervisors.

Although either type of user can create a new entry, the system will prevent Service Representatives from making any changes or deleting
an entry after it has been in the system for one hour. This feature gives Service Representatives the ability to make edits and corrections

while adding something new, but prevents them from making any changes thereafter. Only a Supervisor can edit or delete an entry after the
initial grace period expires.

PAGE LINKS USER INPUTS

None.

Use the following fields to store customer information. Note that all of the

fields shown below are optional except for Affiliation, Point of Contact, and
OPR.

Contact Information

Type: Enter the type of customer.

Point of Contact: The point-of-contact for this
customer.

Title: The point-of-contact's title with the
organization.

Affiliation: The name of the organization,
company, or office.

OPR: The office of primary responsibility
for working with this customer.

Mailing Information

Street Address: The street or mailing address.

City: The city of the customer
organization.

http://v36.surecode.com/cgi-bin/doit.cgi?204:536:189707334:91 (1 of 2) [12/19/02 10:21:04 AM]


javascript:history.go(-1);
http://v36.surecode.com/cgi-bin/doit.cgi?218:536:189707334:1
http://v36.surecode.com/cgi-bin/doit.cgi?202:536:189707334
javascript:print();
http://v36.surecode.com/cgi-bin/doit.cgi?218:506:1:1

Customer Database Add Page

Customer Database Edit Page

Customer Database List Page

Customer Database Search Page

Country:

The country of the customer
organization.

State: The state of the customer
organization.
Zip: The zip code of the customer
organization.
Direct Contact Information
Phone: Area code and phone number for
the point-of-contact.
Fax: Area code and fax number for the
point-of-contact.
Cell: Area code and cell phone number
for the point-of-contact.
Pager: Area code and pager phone
number for the point-of-contact.
Email: Email address for the point-of-
contact.
Additional Information
Comments: Enter any comments here.

Emergency Contact Info

Subscriptions:

Emergency contact information if
different from above.

Enter any subscription services for
this customer in the provided fields.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Database Detail Page

NWS CRM System: Version 1.0
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Customer Database Detail Page
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User Manual & Documentation
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PAGE TITLE

Customer Database Detail Page
SYNOPSIS

Shows the detail for a record in the Customer database.
HELP TOPIC

I Customer Database |

o Bk

Browss Hirarch Add Edi L
USER CLASS Customer Profile
Service Representative Comtact Infoimatisn
Supervisor _ Twel
Paint of Centect; ELESEN Title;
MENU SELECTIONS

lailing Badsamation
Browse: Click here to list the entire

contents of the database.

Search: Click here to open the
Search page.

Add: Click here to add a new data : Email: (R R
record into the database. Addiomal Infyemn ativa

Edit: Click here to edit the current
page_ Sanvice Sebuciiptise
Delete: Click here to delete the

current listing from the
database.

DETAILED DESCRIPTION
None.

PAGE LINKS
None.

USER INPUTS
None.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Database Add Page

Customer Database Edit Page

Customer Database List Page

Customer Database Search Page
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National Weather Service: Customer Relationship Management System
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PAGE TITLE
Customer Database Edit Page

Use this page to edit the Customer database.
HELP TOPIC

ICustomer Database |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Browse: Click here to list all the data
available in the database.

Click here to go to the
Search page.

Search:

Add: Click here to add a new

record to the database.

Delete: Click here to delete the

current record.

DETAILED DESCRIPTION

to Supervisors.

PAGE LINKS

None.

SYNOPSIS

User Manual & Documentation

Modify Customer

Cantact edzamatian

Follow wp Faquesh

Service Representatives can edit within the first hour after creating a new entry. Once this grace period expires, this feature is only available

USER INPUTS

Use the following fields to store customer information. Note that all of the
fields shown below are optional except for Affiliation, Point of Contact, and

OPR.

Contact Information

Type:
Point of Contact:

Title:

Affiliation:

OPR:

Mailing Information

Enter the type of customer.

The point-of-contact for this
customer.

The point-of-contacts title with the
organization.

The name of the organization,
company, or office.

The office of primary responsibility
for working with this customer.

Street Address:
City:

Country:

State:
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Customer Database Edit Page

Zip: The zip code of the customer
organization.

Direct Contact Information

Phone: The area code and phone number
for point-of-contact.

Fax: The area code and fax number for
point-of-contact.

Cell: The area code and cell phone
number for the point-of-contact.

Pager: The area code and pager phone
number for the point-of-contact.

Email: The email address for the point-of-
contact.

Additional Information

Comments: Enter any comments here.

Emergency Contact Info Emergency contact information if
different from above.

Subscriptions: Enter any subscription services for
this customer in the provided fields.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Database Add Page

Customer Database Detail Page

Customer Database List Page

Customer Database Search Page

NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login
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PAGE TITLE
Customer Database List Page
SYNOPSIS

Lists contacts from the Customer Database.
HELP TOPIC

I Customer Database |

Customers Matching Your Search Criteria
USER CLASS Hare afs oot Seach resul
N N Palat o Contact Asiiasien Contemnes Plane Subsciptions
Service Representative Jall Phillips e I —— .
Supervisor Craig Lae s

MENU SELECTIONS

Themas Besck

Browse: Click here to list the entire ,T,,,
contents of the database. Alead Gangs

Search: Click here to open the A

. Bl 25 Maxn=>
Search page for this 1234
database.

Add: Click here to add a new
record to the database.

Follow sp Fequess

DETAILED DESCRIPTION

The Customer Database List Page is displayed after a search or when the Browse menu item is selected. When used with a search page, it

displays the customers that match the user provided selection criteria. When used with the browse option, it lists the entire contents of the
Customer Database.

PAGE LINKS

USER INPUTS

Point of Contact: Click here to open the Detail ~ NONe.
page for the listed customer.

OTHER HELP PAGES RELATING TO THIS TOPIC
Customer Database Add Page

Customer Database Detail Page

Customer Database Edit Page

Customer Database Search Page

NWS CRM System: Version 1.0
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Customer Database Search Page

National Weather Service: Customer Relationship Management System Back | Contents | Search | Print | Login

User Manual & Documentation

Customer Database Search Page

SYNOPSIS

Use this page to search the Customer database.
HELP TOPIC

I Customer Database |

USER CLASS
Supervisor
MENU SELECTIONS

Browse: Click here to list all contacts.

Add: Click here to add a new e rmerEE e
customer to the database.

Follow =g Fequess

DETAILED DESCRIPTION

This page gives you great flexibility in searching the Customer database. You can choose any combination of the provided selection criteria.
The more criteria you select, the more focused your results will be.

To list every contact in the Customers database, just leave all the input fields blank and click the SEARCH button.

PAGE LINKS
None.

USER INPUTS

After selecting one or more criteria from the options shown below, click the
SEARCH button to see those matching customers.

Name: Search using the entered name or
name fragment.

Company: Search using the entered company
name or fragment.

Keyword: Search using the following
keywords. Multiple words are
combined using a logical AND.
Keywords are matched against all
available information fields.

Type: Search using the selected
Customer type.

Country: Search using the indicated country.

Service Subscriptions: Search based on customers that
subscribe to the following services.

OPR: Search based on customers with
the selected Office of Primary
Responsibility.
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OTHER HELP PAGES RELATING TO THIS TOPIC
Customer Database Add Page

Customer Database Detail Page

Customer Database Edit Page

Customer Database List Page

NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login
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PAGE TITLE
FAQ Database Add Page

SYNOPSIS

Use this page to add a new entry into the FAQ Database.
HELP TOPIC

| FAQ Database | National Weather S
WWS5 Customer Relationship Manager
USER CLASS

Supervisor
MENU SELECTIONS

Browse: Click here to list all the data
available in the database.

Search: Click here to go to the
Search page.

Follow sp Pequess

DETAILED DESCRIPTION

This page is used to add a new data record to the FAQ Database and is only available to Supervisors. The Question, Response, and
Category fields are seen directly by customers. The Keywords field is internal to the system and is only seen by department Supervisors.

Providing your customers with a well structured and richly populated FAQ database can be a very effective way of boosting customer
satisfaction. Since every request for service made through the system is automatically matched against the FAQ, taking the time to develop
this resource will not only help customers quickly find what they need, it also will significantly reduce the work load on Service
Representatives.

PAGE LINKS USER INPUTS

None. When creating a new entry FAQ, the Question and Response fields are
required - the other fields are optional.

Category: Select the category of this entry
from the available choices.

NOTE: If you need to setup a new
category, use the Setup Categories
link provided on the Supervisor
Home page.

Question: Enter the question as it should
appear to customers.

Response: Enter the response to the question.

Keywords: If possible, provide any additional
keywords that might help other
users find this information in the
future.

Note that it is not necessary to
enter any words that already
appear in any of the other input
fields - these are automatically
included. Use this field to include
any other words that might be
helpful.
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OTHER HELP PAGES RELATING TO THIS TOPIC

FAQ Database Detail Page
FAQ Database Edit Page
FAQ Database List Page
FAQ Database Search Page

102

NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login

http://v36.surecode.com/cgi-bin/doit.cgi?204:536:189707334:102 (2 of 2) [12/19/02 10:22:21 AM]


http://v36.surecode.com/cgi-bin/doit.cgi?203:536:189707334:102
javascript:history.go(-1);
http://v36.surecode.com/cgi-bin/doit.cgi?218:536:189707334:1
http://v36.surecode.com/cgi-bin/doit.cgi?202:536:189707334
javascript:print();
http://v36.surecode.com/cgi-bin/doit.cgi?218:506:1:1
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National Weather Service: Customer Relationship Management System
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PAGE TITLE
FAQ Database Detail Page
SYNOPSIS

Shows the detail for a record in the FAQ database.
HELP TOPIC

I FAQ Database | T MR, - M e Wiesiber Sesrwitn - Macwsso bniwanet | uploss

s, Mational Ocennic and Atmaspheric ; - :
- "
USER CLASS g National Weather Service
General Public WW35 Customer Relationship Management
SUpeI’VISOI’ Ald Facy BrOWsE Bearch Ed#t [t

requently Asked Question
MENU SELECTIONS

Add FAQ: Click here to add a new data [ Gorune [RTTOISRp.
record into the database.
Browse: Click here to list the entire
Contents Of the database h"’:‘lrﬂ‘-.t" f LChange Hegeent %wr\-w All Choamge Foqussds
Search: Click here to open the
Search page.
Edit: Click here to edit the current
page.
Delete: Click here to delete the Fallow s Faauess.

current listing from the
database.

DETAILED DESCRIPTION

Category, Question and Response for frequently asked questions.
PAGE LINKS
None.

USER INPUTS
None.

OTHER HELP PAGES RELATING TO THIS TOPIC
FAQ Database Add Page

FAQ Database Edit Page

FAQ Database List Page

FAQ Database Search Page
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PAGE TITLE

FAQ Database Edit Page

SYNOPSIS

Use this page to edit data in the FAQ Database.
HELP TOPIC

Haticnal Deeanie and Atmaspherie

| FAQ Database | | National Weather Sel
NWS Customer Relationship Managem
USER CLASS

Supervisor
MENU SELECTIONS

Ibrovise fmarch Lraletn

Add FAQ: Click here to add a new
record into the database.

Browse: Click here to list all the data
available in the database.

™ Reoehing Products from NWSTGHTH Wa

Search: Click here to go to the L P TR e
Search page. r..-_;h.'. o -'

Delete: Click here to delete the ﬂ| cam 1 214 & descziprios o
current entry.

Fuallawaip Requass
] Derw

DETAILED DESCRIPTION

This page is used to edit a data record in the FAQ Database and is only available to Supervisors.
PAGE LINKS
None.

USER INPUTS

Category: Select the category of this entry
from the available choices.

NOTE: If you need to setup a new
category, use the Setup Categories
link provided on the Supervisor
Home page.

Question: Enter the question as it should
appear to customers.

Response: Enter the response or resolution to
the question.

Keywords: If possible, provide any additional
keywords that might help other
users find this information in the
future.

Note that it is not necessary to
enter any words that already
appear in any of the other input
fields - these are automatically
included. Use this field to include
any other words that might be
helpful.
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OTHER HELP PAGES RELATING TO THIS TOPIC

FAQ Database Add Page
FAQ Database Detail Page
FAQ Database List Page
FAQ Database Search Page

103

NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login

http://v36.surecode.com/cgi-bin/doit.cgi?204:536:189707334:103 (2 of 2) [12/19/02 10:22:55 AM]


http://v36.surecode.com/cgi-bin/doit.cgi?203:536:189707334:103
javascript:history.go(-1);
http://v36.surecode.com/cgi-bin/doit.cgi?218:536:189707334:1
http://v36.surecode.com/cgi-bin/doit.cgi?202:536:189707334
javascript:print();
http://v36.surecode.com/cgi-bin/doit.cgi?218:506:1:1

FAQ Database List Page

National Weather Service: Customer Relationship Management System Back | Contents | Search | Print | Login

User Manual & Documentation

FAQ Database List Page

SYNOPSIS

Lists matching items from the FAQ Database.
HELP TOPIC

IFAQ Database |

USER CLASS durdd Fag BrOwsE Hearch
General Public "_m:. B8
Supervisor

MENU SELECTIONS

i

Add FAQ: Click here to add a new data
record into the database.

Browse: Click here to list the entire
contents of the database.

Search: Click here to open the
Search page.

Follow sp Fequess

DETAILED DESCRIPTION

Providing your customers with a well structured and richly populated FAQ database can be a very effective way of boosting customer
satisfaction. Since every request for service made through the system is automatically matched against the FAQ, taking the time to develop

this resource will not only help customers quickly find what they need, it also will significantly reduce the work load on Service
Representatives.

The FAQ Database List Page is displayed after a search or when the Browse menu item is selected. When used with a search page it

displays those items, if any, that match the user provided selection criteria. When used with the browse option, it lists the entire contents of
the FAQ Database.

PAGE LINKS USER INPUTS

. Click here to open the FAQ None.
" Database detail page for the
listed question.

OTHER HELP PAGES RELATING TO THIS TOPIC
FAQ Database Add Page

FAQ Database Detail Page
FAQ Database Edit Page
FAQ Database Search Page
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PAGE TITLE
FAQ Database Search Page

Use this page to search the FAQ database.

HELP TOPIC

IFAQ Database | ) National Weather Se
WW5 Customer Relationship Manager
USER CLASS

General Public
Supervisor

MENU SELECTIONS

Add FAQ: Click here to add a new FAQ
to the database.

Browse: Click here to list all FAQs in
the database.

Follow.sp Pequess

DETAILED DESCRIPTION

Customers are free to choose any combination of the provided selection criteria. The more criteria they select, the more focused their results
will be.

To list every FAQ in the database, just leave all the input fields blank and click the SEARCH button.

PAGE LINKS USER INPUTS

None. After selecting one or more criteria from the options shown below, click the
SEARCH button to list those matching FAQs.

Category: Select one or more of the provided
choices.

Keyword: Search using the following
keywords. Multiple words are
combined using a logical AND.
Keywords are matched against all
available information fields as well
as the Keywords provided on the
Add and Edit pages.

OTHER HELP PAGES RELATING TO THIS TOPIC
FAQ Database Add Page

FAQ Database Detail Page

FAQ Database Edit Page

FAQ Database List Page
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Department Supervisor Home Page

SYNOPSIS

B MIRAS, - Moyl Wi brg 5w - g 8 Byt B s vt

This is the user Home Page for the Supervisor user class. =
This page primarily includes links to administrative features
and provides status information.

HELP TOPIC

IHome Pages |
USER CLASS
Supervisor

MENU SELECTIONS

£ Manage Accewss

Home Page: Links to the current page.
This link is provided for menu
consistency between pages.

My Profile: Links to the user profile page
for the current supervisor.

Search Tickets: Links to the Search Page of
the service request archive.

Logout: Logs out the current user
and closes their session.

DETAILED DESCRIPTION

Each department module supported by the NWS CRM systems includes its own virtual Supervisor Home page. Version 1.0 provides one for

the DM module and another for the OS module. This prevents a supervisor in one department from making a change that could potentially
impact the other.

The Supervisor Home page is divided into two major sections. The top portion gives access to a wide variety of administrative features -

each is accessible by clicking on the provided link or icon. Once inside any of these, clicking on VIEW HELP again will open a separate help
page that will provide additional details regarding that particular feature.

The bottom portion of the page provides real-time status information that can be used by the Supervisor to stay in constant touch with his or
her group. The right side of the page provides a list of currently logged in Service Representatives along with the date and time when they
signed on to the system. The left side of the page provides a snapshot of the ticket request pipeline for both New and Follow-Up requests.
Clicking on any of the links provided in this section will produce a list of the actual service tickets behind the reported number. This makes it
easy for a Supervisor to "dig a little deeper" if something doesn't look quite right.

PAGE LINKS USER INPUTS
In addition to the links provided below, clicking on any of the ~ None.
numbers provided on the status report at the bottom of the
page, will open to a detailed listing report.
Manage Accounts: Click here to create and edit
user accounts for your office.

Knowledge Base: Click here to create and edit
the Knowledge Base archive.

Broadcast Mail: Click here to build and send
a broadcast mail list.

Reports: Provides access to a wide
variety of reports.

User Feedback: Provides access to the
customer feedback database
built from survey responses.
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Quick Response:

Search Archive:

Referral Contacts:

Referral Messages:

Referral Lists:

Customers:
Mail List:

FAQ:

Setup Categories:

OTHER HELP PAGES RELATING TO THIS TOPIC

Executive Level Home Page

Click here to setup system
level Quick Response
answers.

Click here to search the
Ticket Request database.

Click here to view, edit and
delete contacts from the
Referral Database.

Click here to view, edit and
delete from the Referral
Message Database.

Click here to view, edit and
delete from the Referral Lists
Database.

Click here to view and edit
the Customer database.

Click here to view and edit
the the Mail List database.

Click here to add, edit, and
delete data from the FAQ
database.

Use this link to setup the
various selection categories
used throughout the system.

Service Representative Home Page

NWS CRM System: Version 1.0
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PAGE TITLE
Executive Level Home Page

SYNOPSIS

This is the user Home page for the Executive user class. This
page primarily includes links to reports and customer
feedback.

HELP TOPIC

IHome Pages
USER CLASS

Executive Reports
MENU SELECTIONS

Home Page: Links to the current page.
This link is provided for menu
consistency between pages.

Logout: Logs out the current user
and closes their session.

DETAILED DESCRIPTION

SR HOWA © Hational Wealher Saivice « Mt Inbsirst Enpliss
R e  Fpembei  Iooh  Hee n'La:m:l.IlJ B ity I ppeoade comyod bansal £ 95T IR5E 0 ETIEEE0
whaa s QDG
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National Weather Servi
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NWS CRM Executive Lavel Home-Page

=+ Productivity Reports Warking Supensors & Serdce Represematises

[ Eeguest Activity Rapart By Date
B Reguesi Pipaline Report By Dale
B Eewporme Time Rapart By Date

120300 B3 AN

== Customer Fesdback Reports

% Fesdback Summary Uy Dabs
% Fasdback Detaik By Dats

H.'\..l.l...l Change H.-q...ql%’\lu-w AN Change Hequsars

Here is where the Executive Level user will find access to enterprise-wide data and feedback. This information is collected and made
available on a realtime basis as customer requests are entered and serviced.

This page is divided into two major sections. The left portion provides access to the reports - each is accessible by clicking on the provided

link. Once inside any of these, clicking on VIEW HELP again will
particular report.

The right portion of the page provides a current snapshot of logg
along with the date and time when they signed on to the system.

PAGE LINKS

Productivity Reports

Request Activity Report By Reports on ticket activity in
Date: the selected date range. A

ticket is active within a given

date range if there has been

any change within its status.

Request Pipeline Report
By Date:

Reports on pipeline activity in
the selected date range. A
ticket is included in this
report if it was created within
the indicated date range
irrespective of if there has
been any change in its
status.

Response Time Report By
Date:

Reports on response time in
the selected date range. In
order for a ticket to be
included in this report, it must
have been closed within the
selected date range.

http://v36.surecode.com/cgi-bin/doit.cgi?204:536:189707334:115 (

open a separate help page that will provide additional details regarding that

ed in Service Representatives and Supervisors. This information is listed

USER INPUTS
None.
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Customer Feedback Reports

Feedback Summary By Customer feedback
Date: summary for a given date
range. This report presents
results in a graphical format.

Feedback Details By Date: Customer feedback details
for a given date range. This
report presents customer
feedback in a text format and
with complete details.

OTHER HELP PAGES RELATING TO THIS TOPIC

Department Supervisor Home Page

Service Representative Home Page
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PAGE TITLE

Service Representative Home Page

SYNOPSIS

Home page for the Service Representative user class.

N O Hatianal Weather Sevicn - Micaosll Interet Eaplom
HELP TOPIC — —

IHome Pages | — Natienal Oceanic and Atmospheric Adminlstrat]

| National Weather Servics
NW3 Customer Relationship Management

Service Representative

Horma Mage My Profile gaarch Tick Crasto Ticket Loig ot

MENU SELECTIONS HWS CRM Sarvice Ral-.pm:fn“

13748000 345 3.m

Home Page: Links to the current page.
This link is provided for menu e

consistency between pages. 10130 002
10750 AT

My Profile: Links to your User Profile
page. Click here to see and
edit your service categories.

Search Tickets: Click here to search the
Request Ticket database.

Open Tickets In Dther Calegoiias
Catagary Cuestion

Create Ticket: Click here to create a new
Request Ticket on behalf of
the customer.

Logout: Click here to log out and
close your session.

DETAILED DESCRIPTION

Service Representatives are backbone of the NWS CRM system. As a Service Representative, it is your charge to ensure that customer
requests are addressed in an effective and timely manner - while making sure that nothing ever falls through the cracks.

Trying to accomplish this goal by relying solely on email poses significant challenges. Although email is very effective at moving data, it lacks
the structural, workflow, and reporting capabilities necessary to remain organized as the volume of customer requests increase beyond the
smallest levels. Email also lacks any type of built-in capability to capture and reuse knowledge between users. As a result, you very likely
waste significant amounts of time every day addressing and retyping issues that have already been resolved many times before by other
members of your team.

The NWS CRM system was designed and built to address these shortcomings of the email-based approach. It includes the features you
need to reduce the time and effort you spend resolving customer issues while enhancing your ability to get requests and issues turned
around quickly. This is a win for you and your customers.

The system pulls together many of the resources that you will need and makes them all available in one place. As you become more familiar
with the various features of the system this will become very evident.

It all starts with your Home page. This is the first page you will see every time you login into the system. Every user defined within the
system has their own personalized version of this page — no two are exactly alike. Your Home page organizes and prioritizes your tasks
based on your user profile. These are grouped into action items and placed in one of three in-boxes based on priority. These are shown in
the center of the page and are described below.

My Current Working & Pending Tickets

The tickets listed in this first inbox are your highest priority items. These are customer requests that you have already started working on -
but for whatever reason - could not resolve immediately. Maybe you are researching the answer; maybe you need to get information from a
third party; or maybe you need additional clarification from the customer. Whatever the circumstances - once you start working on a ticket,
that ticket is only visible to you and your Supervisor. This is done to ensure that two Service Representatives are not working on the same
issues at the same time. Thus, it is absolutely critical that you not let tickets accumulate in this first section.

Open Tickets in My Profile Categories
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Service Representative Home Page

Every Service Representative has a user profile that defines one or more categories of user questions that they are responsible for
responding to. To see and edit your list, click on the My Profile menu link. Customers are required to indicate a category as they make
requests for service. By matching requests with user profiles, the system routes particular issues and questions to the correct Service
Representatives. All of the tickets that need to be serviced and match your expertise profile are listed in this second inbox.

Open Tickets In Other Categories

Even though a request does not match your particular profile, as a Service Representative you have the ability to review it and respond to it
if you can. All of the customer requests that require service that don’t match your user profile are listed in this third inbox on your Home
page.

PAGE LINKS USER INPUTS

Date: This link is available from None.
any ticket in any of the three
in-boxes. It opens the
Request Detail page for the
list ticket.

OTHER HELP PAGES RELATING TO THIS TOPIC

Department Supervisor Home Page

Executive Level Home Page

[
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PAGE TITLE
Knowledge Base Add Page

SYNOPSIS

Use this page to add a new entry into the Knowledge Base
database.

HELP TOPIC

N ik 10 the Encwiedge Base  Burmaodt Indenet Eapkoe

‘ Back &7 Piint

Add to the Knowledge Base
Eslie @it i |h EBildi bl in k ADD

I Knowledge Base |

USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Durstion o bowe:

Search: Click here to go to the
Search page.

Browse: Click here to list all the data
available in the database.

DETAILED DESCRIPTION

This page is used to add a new data record to the Knowledge Base database. It is available to both Service Representatives and
Supervisors.

Although either type of user can create a new entry, the system will prevent Service Representatives from making any changes or deleting
an entry after it has been in the system for one hour. This features gives Service Representatives the ability to make edits and corrections
while adding something new, but prevents them from making any changes thereafter. Only a Supervisor can edit or delete an entry after the
initial grace period expires.

PAGE LINKS USER INPUTS

None. When creating a new entry, note that all of the provided fields are required
except for the Keywords field.

Input By: Prefilled to indicate the user
entering the new record.

Category: Select the category from the
available options.

Title: Provide the title of the new entry.

Question or Issue: Indicates the question or issue that
your new entry resolves.

Resolution: Enter the information or resolution.

Keywords: If possible, provide any additional
keywords that might help other
users find this information in the
future.

Note that it is not necessary to
enter any words that already
appear in any of the other input
fields - these are automatically
included. Use this field to include
any other words that might be
helpful.
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OTHER HELP PAGES RELATING TO THIS TOPIC

Knowledge Base Detail Page

Knowledge Base Edit Page

Knowledge Base List Page

Knowledge Base Search Page
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PAGE TITLE
Knowledge Base Detail Page

SYNOPSIS

Shows the detail for a record in the Knowledge Base
database. B - Miciestsh hboirosl Enplore:

HELP TOPIC

o3 Fiint

Add Boarch Brows Edik Dl
I Knowledge Base |

USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

& gelect Data

Add: Click here to add a new data
record into the database.

Search: Click here to open the
Search page.

Browse: Click here to list the entire
contents of the database.

Edit: Click here to edit the current
page.

Delete: Click here to delete the
current listing from the
database.

DETAILED DESCRIPTION

None.

PAGE LINKS

USER INPUTS

Select Data: Click on this link to insert the None
Resolution data from this
page directly into the Details
field of the Service Request
Page.

If no data is highlighted on
the Knowledge Base page,
the entire contents of the
Resolution field is inserted. If
only a portion of the
Resolution data is desired,
highlight the text of interest
and only that data will be
inserted back. If there is any
data already entered in the
Detalil field, any data inserted
via this link will be appended
to the data already present.

Note that this feature is only
available when the
Knowledge Base page is
opened directly from the
Service Request page. This
feature can be used by
Service Representatives to
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Knowledge Base Detail Page

eliminate unnecessary
retyping of information.

OTHER HELP PAGES RELATING TO THIS TOPIC

Knowledge Base Add Page

Knowledge Base Edit Page

Knowledge Base List Page

Knowledge Base Search Page
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PAGE TITLE
Knowledge Base Edit Page
SYNOPSIS

Use this page to edit a Knowledge Base listing.
HELP TOPIC

AR Dueition Insmaton  Mcosolt s ernet Exploey

A Earch Brows Dhaslisk o

| Edit Question Information

I Knowledge Base
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Dustion o haaa: of & UBO Bomder

Add: Click here to add a new data i £ s s o et it e S e
record into the database.

Search: Click here to open the
Search page.

Browse: Click here to list the entire
contents of the database.

Delete: Click here to delete the
current listing from the
database.

DETAILED DESCRIPTION

Service Representatives can edit within the first hour after creating a new entry. Once this grace period expires, this feature is only available
to Supervisors.

PAGE LINKS USER INPUTS
None. When editing a listing note that all of the provided fields are required

except for the Keywords field.

Input By: Indicates the user who created the
listing.

Category: Indicates the category of the listing.
Title: Indicates the title of the listing.

Question or Issue: Indicates the question or issue that
the listing addresses.

Resolution: Provides the resolution to the
issues or question.

Keywords: Additional keywords that might help
other users find this information in
the future.

Note that it is not necessary to
enter any words that already
appear in any of the other input
fields - these are automatically
included. Use this field to include
any other words that might be
helpful.
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Knowledge Base Edit Page

OTHER HELP PAGES RELATING TO THIS TOPIC

Knowledge Base Add Page

Knowledge Base Detail Page

Knowledge Base List Page

Knowledge Base Search Page
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Knowledge Base List Page

i et b

Lists matching items from the Knowledge Base database. D

s
IKnowIedge Base | :npl-ﬂ Bf_ f,.,gun‘r. o

Service Representative Fachard §

. Fachard Robinson
Supervisor
MENU SELECTIONS

W Yo

Wealips Sty
Add: Click here to add a new data
record into the database.

Search: Click here to open the
Search page.

WaZE YT

Julie Hayi

Browse: Click here to list the entire
contents of the database.

DETAILED DESCRIPTION

The Knowledge Base List Page is displayed after a search or when the Browse menu item is selected. When used with a search page, it
displays the Knowledge base items, if any, that match the user provided selection criteria. When used with the browse option, it lists the
entire contents of the Knowledge Base database.

PAGE LINKS USER INPUTS

Input By: Click here to open the None.
Knowledge base detail page
for the listed item.

OTHER HELP PAGES RELATING TO THIS TOPIC
Knowledge Base Add Page

Knowledge Base Detail Page

Knowledge Base Edit Page

Knowledge Base Search Page
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PAGE TITLE

Knowledge Base Search Page

SYNOPSIS

Use this page to search the Knowledge Base for information.
HELP TOPIC

B Search the Erowlodge Bare - Micilt Inteiret Eplores

‘ Enck oy Piint

Adid B
Search the Knowledge Base
Sadech B Bnosladns Bice by uieg any cambe
IKnowIedge Base | .- —
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

[
[
Chusstion 1 b |
[
|

Swarch Al Fields For:

Add: Click here to add a new

IIStlng SEARH

Browse: Click here to list all entries in
the database.

DETAILED DESCRIPTION

This page gives you great flexibility in searching the Knowledge Base database. You can choose any combination of the provided selection
criteria. The more criteria you select, the more focused your results will be. To list every listing in the Knowledge Base database, just leave
all the input fields blank and click the SEARCH button.

PAGE LINKS
None

USER INPUTS

Input By: List entries that were created by the
selected user.

Category: List entries with the selected
category

Title: List entries with the entered title or
fragment.

Question or Issue: List entries with the following word
in the Question or Issue field.

Resolution: List entries with the following word
in the Resolution field.

Search All Fields For: Search using the following
keywords. Multiple words are
combined using a logical AND.
Keywords are matched against all
available information fields as well
as any Keywords provided on the
Add and Edit pages.

OTHER HELP PAGES RELATING TO THIS TOPIC

Knowledge Base Add Page

Knowledge Base Detail Page

Knowledge Base Edit Page

Knowledge Base List Page
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Mail List Database Add Page

SYNOPSIS
Used to add a record in the database. 3o linck =
HELP TOPIC

-ﬂ_._ludd.iddm1 Ty Mewl Lne - Mool ndernect Eopbser

‘ Rack o Frim

| Mail List
USER CLASS

Supervisor
MENU SELECTIONS

| Enarch Brows

Search: Click here to open the
Search page.

Browse: Click here to list the entire
contents of the database.

Fallawaip Requass

] e nscrgn Popdtl ek e TR05"_IFF (1DFF 534 ] £, FE0UED)

DETAILED DESCRIPTION

None.
PAGE LINKS USER INPUTS

None. The Email Address field is mandatory - all other fields are optional.

Name: The name of the mail recipient.

Email Address: The email address of the mail
recipient.

Mail List Category: Select from one or more of the
indicated categories.
OTHER HELP PAGES RELATING TO THIS TOPIC
Mail List Database Detail Page

Mail List Database Edit Page

Mail List Database List Page

Mail List Database Search Page

100
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Mail List Database Detail Page

SYNOPSIS

Shows the detail for a record in the database.

HELP TOPIC

| Mail List |

USER CLASS Adil Emiall Address Bmarch Brovise Edit Daletn
Mail List Datail Information

Supervisor T e [

MENU SELECTIONS

Aggtwess [ ] i 3 nopecrte comeorban S £ TIRESEY 14DREEE A 2

s Samendesilnoaa gov

'
Add Email Address: Click here to add a new data
record into the database.

Search: Click here to open the
Search page.

Browse: Click here to list the entire
contents of the database.

Edit: Click here to edit the current
page.
Delete: Click here to delete the

current listing from the
database.

Followup Fequess
&) Derw

DETAILED DESCRIPTION
None.

PAGE LINKS

None. None.

USER INPUTS

OTHER HELP PAGES RELATING TO THIS TOPIC

Mail List Database Add Page

Mail List Database Edit Page

Mail List Database List Page

Mail List Database Search Page
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Mail List Database Edit Page

SYNOPSIS
Used to edit a record in the database.
HELP TOPIC

| Mail List |
USER CLASS

Supervisor
MENU SELECTIONS

Add Email Address: Click here to add a new data
record into the database.

Search: Click here to open the

Search page.

Click here to list the entire
contents of the database.

Click here to delete the
current listing from the
database.

Browse:

Delete:

None.

PAGE LINKS
None.

Mail List Database Add Page

Mail List Database Detail Page

Mail List Database List Page

Mail List Database Search Page

User Manual & Documentation

PAGE TITLE

igiiwar (] oo
== -QE 3R

Rk Thn Emad iy Bwrosol® Indermet Esplaier b

| Back

Add Emall Address ~ Bmarch
Edit This Email Address

& Prim

Broviss

v nancsde comlegr b/

7] ||.:p

Daletn

Follow-up Haquests
i | renscrg Poph Alel £ 206 DN LOFF.55 8 2ECEATT ML

DETAILED DESCRIPTION
USER INPUTS

Name:
Email Address:

Mail List Category:

OTHER HELP PAGES RELATING TO THIS TOPIC

The name of the mail recipient.

The email address of the mail
recipient.

Select from one or more of the
indicated categories.

NWS CRM System: Version 1.0
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PAGE TITLE
Mail List Database List Page

Lists contacts from the Mail List database.
HELP TOPIC

h by Emad Adkdrerims Mt et Esphones

‘ Rack ] |'|i|;l-“ -
I Mail List | Add Emall Address -~ Bearch -~ Browse
USER CLASS Matching Email Addresses
Chek an & neme 1o add o Selite a Biling
N Mame Lmail Ay ess Caraqary
SuperVISor William Sammlar Wil Sarreslanieoad i
William Geiy
MENU SELECTIONS P
Add Email Address: Click here to add a new S
address into the database. tadtenis
Search: Click here to open the ';'I""‘:""""""'
III,I lan
SearCh page Thamuax Benkaverm
Browse: Click here to list the entire T Badinid ol Eriaifihani .
contents of the database. WY Rt

23456 78% 00 10 I3 13 014 15 16 17 18 1% 20 31 2% I3 24 35 26 17 18 2% M

Fallaw-up Faquess
]

DETAILED DESCRIPTION

The Mail List database List Page is displayed after a search or when the Browse menu item is selected. When used with a search page, it
displays the database items that match the user provided selection criteria. When used with the browse option, it lists the entire contents of
the database.

PAGE LINKS USER INPUTS

Name: Click here to open the detail
page for the listed recipient.

OTHER HELP PAGES RELATING TO THIS TOPIC
Mail List Database Add Page

Mail List Database Detail Page

Mail List Database Edit Page

Mail List Database Search Page
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PAGE TITLE

Mail List Database Search Page
SYNOPSIS

Use this page to search the Mail List database. ke = =D E AR
HELP TOPIC

| Mail List
USER CLASS

Supervisor
MENU SELECTIONS

| Add Emall Address Browse

Add Email Address: Click here to add a new
record to the database.

Browse: Click here to list all contacts.

Fallawaip Requass
£ Dorw

DETAILED DESCRIPTION

Use this page to search the Malil List database. The more criteria you select, the more focused your results will be.

To list every contact in the database, just leave all the input fields blank and click the SEARCH button.

PAGE LINKS USER INPUTS

None After selecting one or more criteria from the options listed below, click the
SEARCH button to see those matching listings.

Name: Search using the entered name or
name fragment.

Email Address: Search using the entered email
address or fragment.

Mail List Category: Search using one or more of the
selected categories.

OTHER HELP PAGES RELATING TO THIS TOPIC

Mail List Database Add Page

Mail List Database Detail Page
Mail List Database Edit Page

Mail List Database List Page
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PAGE TITLE
Manage User Accounts

SYNOPS'S lnu_l. Mol Wasther 5erwice _—ndu [P p— N —
= = = - g3 3 Uiicirmms ) hings /73 s
The Manage User Accounts page is used to add, edit, and EENESNE=N == e

Mational Oceanic and Atmasphaeric

National Weather Service

HWS Custamer Relationship Manag 0

delete Service Representative and Supervisor user accounts
for your department.

HELP TOPIC

I Manage Accounts |
USER CLASS
Supervisor

MENU SELECTIONS
None

SE NEW USER DATA

DETAILED DESCRIPTION

This page gives the department level Supervisor the ability to manage accounts for their users. The top portion of the page provides input
fields for creating new accounts. The bottom portion of the page lists the user names of all the currently defined users. To view or edit the
current settings for a given user, click on the edit link next to their name.

PAGE LINKS USER INPUTS
edit: There is an edit link provided The following input fields are to be used when creating a new user
next to each currently account. Note that all user names and passwords are case sensitive.
defined account. Use this link User Name: The system user name for the new
to make changes or to delete account. This must be unique for
an existing account. each user.

Password: The password for the new account.
Please make sure that you define
hard to guess passwords. Since the
system usually sits outside the
enterprise firewall, hackers may
attempt to gain entry into the
system via this access point. A
good password is the only thing
keeping them out.

E-mail Address: The user's email address. This field
is very important because it
provides the user with a way for
them to retrieve a lost password
directly via email without any help
from the department Supervisor.

User Class: This field establishes the type of
account to create. Select either
Service Rep to create a Service
Representative account or
Supervisor to create a new
Supervisor account for your
department.
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OTHER HELP PAGES RELATING TO THIS TOPIC

System User Login Page

View & Edit User Account
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PAGE TITLE
System User Login Page
SYNOPSIS

TR HOAK - Hational Westher Seivicn - Mictsll Inbeiret Esphore:

. N N = Agiraas |G Fes AR neeoads tomioie e’y TR neeoate G
Login page for Managers, Supervisors, and Service
Representatives.

HELP TOPIC

| Manage Accounts |
USER CLASS

Service Representative
Supervisor
Executive Reports

MENU SELECTIONS
None.

DETAILED DESCRIPTION

A valid Username and Password are required to log into the system. Although the login pages look identical, there are separate entry points

for users of the Data Management, Office of Services, and Executive Reporting modules. If you are having trouble logging into the system,
please make sure you are using the correct link.

If you are having trouble remembering your password, enter your email address in the provided space and click the GET INFO button. The
necessary account information will be sent to you via email.

PAGE LINKS
None.

USER INPUTS

After you enter your username and password, click the LOGIN button to
log into the system.

Username: Username for user.
Password: Password for user.

Email Address: Place your email address here and
click the GET INFO button to have
your username and password sent
via email.

OTHER HELP PAGES RELATING TO THIS TOPIC

Manage User Accounts

View & Edit User Account
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PAGE TITLE
View & Edit User Account
SYNOPSIS

SR HOAK - Hational Weather Senvicn - Mictssll Ineiret Eeplore:

This page is used by the department Supervisor to view and
edit the account information of a particular user.

HELP TOPIC

| Manage Accounts |
USER CLASS
Supervisor

MENU SELECTIONS
None.

debible & uil SO0 ount withogl deleting i el enchic
Account infermation for: Barksara Bre

Delete Thiz Lleer Withow Confirmation

UPOATE LISER DATA I RESET

DETAILED DESCRIPTION
None.

PAGE LINKS

USER INPUTS

Delete User: Use this link to permanently The following provides details regarding the available input fields. After you

delete a user account from make any necessary edits, click the UPDATE USER DATA button to save
the system. Note that your changes.

deleting a user account may Password: The current password is provided in
impact that user's this field. To change it to something

performance data in the
Reports module. To prevent
access to the system, and

else, enter the new password here.
E-mail Address: The current email address is

avoid any lass of their provided in this field. To update this

. field, enter the new address here.
performance data, it would Note that users are able to retrieve
be bletter 19 G e . their passwords via their email
U5 [ERSTe] Eel Gl address. Thus, to fully disable a
adqress EIEF D D CIEEH user account you need to change
their account.

both their password and email
address fields.

User Class: This field defines the user class. To
change the class, select either
Service Rep or Supervisor.

OTHER HELP PAGES RELATING TO THIS TOPIC

Manage User Accounts

System User Login Page
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PAGE TITLE

My Profile Detail Page
SYNOPSIS

Use this page to view your user profile.

HELP TOPIC

I My Profiles |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Home Page: Click here to return to the

Supervisor or Service
Representative home page.

Edit My Profile: Click here to modify the

DETAILED DESCRIPTION

This page lists contact information for Supervisors or Service Representatives. For Service Representatives it also lists the categories for
which a Service Representative is responsible to respond to.

PAGE LINKS

Profile.

The following links are only available to Service

Representatives.

My Responses:

My Referral Messages:

My Referral Lists:

OTHER HELP PAGES RELATING TO THIS TOPIC

My Profile Edit Page

Your library of saved
answers to frequently asked
questions. Use these
responses to quickly service
tickets by choosing these
from the My Responses
selection list on the Service
This Request page.

Your library of saved
messages for making
referrals. Access this
database from the My
Referral Messages selection
list on the Make Referral
page.

Your library of saved referral
lists for making referrals.
Access this database from
the My Referral Lists
selection list on the Make
Referral page.
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USER INPUTS

None.
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My Profile Edit Page
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PAGE TITLE
My Profile Edit Page
SYNOPSIS

Modify the contents of a profile.

HELP TOPIC

TR HOAK - Hational Westher Seivicn - Micomsll Inbeiret Esplore:
d = @ 3 gy | ] i e
Fle E8 Www Fgesier Jodh  He

I My Profiles |
USER CLASS
Service Representative . e e e et £k s SAE PRFILE b
Supervisor — oncor
MENU SELECTIONS P fstion s
- = i
Home Page: Click here to return to the P Fumity of Sanice
Supervisor or Service Rep ',U I HE FIP Sen
home page. _ 2l

mE L] M Comsusicatnsg Slasdand
v [ ——

™ Sandisg Prodyet

| T PROFILES>

DETAILED DESCRIPTION

Used to modify the profile of a Supervisor or Service Representative. The Category field pertains solely to Service Representatives and is
used to determine what type of requests they will be responsible for.

PAGE LINKS USER INPUTS

None The following provides details regarding the available input fields. After you

make any necessary edits, click the SAVE PROFILE button to save your
changes.

Auto Refresh: Turns automatic browser refresh on
or off for home page.

Refresh Rate: How often the page refreshes if
auto refresh is on.

Phone Number: Phone number of profile holder.
Cell Phone: Cell phone number of profile holder.
Pager: Pager of profile holder.
Fax: Fax number of profile holder.
Location Site: Location of profile holder.
Category: Categories that a service

representative is responsible for.

OTHER HELP PAGES RELATING TO THIS TOPIC
My Profile Detail Page
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Notes Add Page
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PAGE TITLE
Notes Add Page
SYNOPSIS

Use this page to add a note to a request ticket.
HELP TOPIC

INotes |
USER CLASS

Service Representative Create Note
MENU SELECTIONS TN & P
None.

AD0 3 REEET

L RemsFeaThSenicaRegeem s |
[haze Posted By Main
1212202 Meal Richas R Tashirg

& Do

DETAILED DESCRIPTION

Service Representatives can add an unlimited number of notes to any given service request ticket. Each note is available as a link of the
Request Detail page.

PAGE LINKS
None.

USER INPUTS

The following provides details regarding the available input fields. After you
make any necessary edits, click the ADD button to save your changes.

Comments: Comments concerning this request.

OTHER HELP PAGES RELATING TO THIS TOPIC
Notes Detail Page

Notes Edit Page
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Notes Detail Page
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PAGE TITLE
Notes Detail Page
SYNOPSIS

Use this page to view a note that is attached to a request
ticket.

HELP TOPIC
INotes |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Postos By ; TS
Pt Dt 2
RS EE Testng

Edit: Edit this note.
Delete: Delete this note.

Rated Fad This Servics Regeea D
hads Posied By LEL]
12122092 Maul Flez bt W Tastirsg

Aittace e BUEE

DETAILED DESCRIPTION
None.

PAGE LINKS
None.

USER INPUTS
None.

OTHER HELP PAGES RELATING TO THIS TOPIC
Notes Add Page

Notes Edit Page
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Notes Edit Page
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User Manual & Documentation

Notes Edit Page

SYNOPSIS MDA - Bl Wes

Use this page to edit a note that is attached to a request eBack =
ticket.

HELP TOPIC

q
11-21-2002
P,

4- 20000

Meal Rchads Wirkng

| Notes | :

of Back & Piria 0 e Clese |
USER CLASS e
Service Representative mml’:.rm-l- T
Supervisor

MENU SELECTIONS

mota. Waky sy rasred chifi Bl s b this SAVE Bidtas

Delete: Delete this note.

EANE 33 REEET

L RemsFeaThSenicaRegeem |
[haze Posted By Main
1212 7083 Ml Rachi B Tastirg

& Done o e

DETAILED DESCRIPTION

Service Representatives can edit within the first hour after creating a new note. Once this grace period expires, this feature is only available
to Supervisors.

PAGE LINKS USER INPUTS

None The following provides details regarding the available input fields. After you
make any necessary edits, click the SAVE button to save your changes.

Comments: Comments for this note.

OTHER HELP PAGES RELATING TO THIS TOPIC

Notes Add Page
Notes Detail Page

123
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My Response Add Page
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My Response Add Page

SYNOPSIS

Use this page to add a new entry into the Response
database.

HELP TOPIC

1 Hack 25 Prim

IQuick Response
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Home Mage Amarch Brovise
| Add a new My Response
Line B pags 1o ADD & sy My Redposds ksng 1o

Search: Click here to go to the
Search page.

Browse: Click here to list all the data
available in the database.

~ Fuollow up Meguesh
| Derw

DETAILED DESCRIPTION
This page is used to add a new data record to the Response database. This is available to both Service Representatives and Supervisors.

Although either type of user can create a new entry, the system will prevent Service Representatives from making any changes or deleting
an entry after it has been in the system for one hour. This feature gives Service Representatives the ability to make edits and corrections

while adding something new, but prevents them from making any changes thereafter. Only a Supervisor can edit or delete an entry after the
initial grace period expires.

PAGE LINKS
None

USER INPUTS

The following provides details regarding the available input fields. After you
provide the necessary data, click the ADD button to save your response.

Title: Indicates the title of the listing.
My Response: Indicates the response of the listing.

OTHER HELP PAGES RELATING TO THIS TOPIC
My Response Detail Listing

My Response Edit Page

My Response List Page

My Response Search Page
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My Response Detail Listing
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PAGE TITLE
My Response Detail Listing
SYNOPSIS

Shows the detail for a record in the response database.
HELP TOPIC

= st
IQuick Response |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Home Page Add Response Bearch Brosse Edlit Duleta

Home Page: Click here to go to your
Home page.

Add Response: Click here to add a new data
record into the database.

Search: Click here to go to the
Search page.

Browse: Click here to list all the data
available in the database.

Edit: Click here to edit the current

page. “TFullow up Magueds
Delete: Click here to delete the —

current listing from the

database.

DETAILED DESCRIPTION

Shows the owner and type along with the title and response information of the quick response.

PAGE LINKS USER INPUTS

None.

None.

OTHER HELP PAGES RELATING TO THIS TOPIC
My Response Add Page

My Response Edit Page

My Response List Page

My Response Search Page
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PAGE TITLE
My Response Edit Page
SYNOPSIS

Use this page to edit a quick response listing.
HELP TOPIC

| = Ay T ppeede i o band el o TOSEE0SEY B4E05EY &

IQuick Response

USER CLASS

Service Representative Home Page Add Response Bearch Browse Dilets

Supervisor Edit this My Response Listing
L Bhin page 1o EDUT an axsising My Resgosts |

MENU SELECTIONS T'_".""'f.".'P’-’n."-‘.ﬂ";._'-'.-{:'

Home Page: Click here to go to your .
ATE(E rtem
Add Response: Click here to add a new data

AFOEL

record into the database.

Search: Click here to go to the Informacion on the A2L liscing oan be cboained from che £ollowing URL
Seal’Ch page htC s e, TR, RS . oV dataegeet. S nla" sla. htasl

Browse: Click here to list all the data
available in the database.

Edit: Click here to edit the current

page. “TFullow up Magueds
Delete: Click here to delete the =

current listing from the

database.

DETAILED DESCRIPTION
None.

PAGE LINKS USER INPUTS

None.

The following provides detail regarding the available input fields. After you
make any necessary edits, click the SAVE button to save your changes.

Title: Indicates Title for this listing.

My Response: Indicates Response for this listing.

OTHER HELP PAGES RELATING TO THIS TOPIC
My Response Add Page

My Response Detail Listing

My Response List Page

My Response Search Page
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My Response List Page

National Weather Service: Customer Relationship Management System

User Manual & Documentation

Back | Contents | Search | Print | Login

PAGE TITLE
My Response List Page
SYNOPSIS

This page lists available quick responses.
HELP TOPIC

IQuick Response |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Adil Rosponse Soarch BIFoEn

Add Response: Click here to Add a new data St Aol Canaric Refarrad T Tr'|,-
record into the database. sl . Coaiin Fresad To Husass Rasecss
Search: Click here to go to the e
Search page.

Browse: Click here to list all the data

: g . T VWD GTS Mlasiynl
available in the database. {110 o 1)

Follow up Hegquesk:

& | Derw

DETAILED DESCRIPTION

Lists all of the responses at your disposal. Each can be accessed from the Service This Request page.

PAGE LINKS USER INPUTS

Type: Click here to View the full None.
details of this listing.

OTHER HELP PAGES RELATING TO THIS TOPIC

My Response Add Page

My Response Detail Listing

My Response Edit Page

My Response Search Page
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My Response Search Page
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PAGE TITLE
My Response Search Page
SYNOPSIS

Use this page to search the Quick Response database.

HELP TOP|C Bl Erach My Respomes For ey Miooslt istemet Explone
o Prim
I QUICk Response | Home Page Add Responses Brovise
Search My Responses For Answers
USER CLASS Bl & kiywoed belew and cick SEARCH 18 ind mal chisg cedposdes fros
Service Representative

. 5
Supervisor [ Owner]

o —
MENU SELECTIONS

SEARCH >

Home Page: Click here to your Home
page.
Add Response: Click here to add a new data
record into the database.

Browse: Click here to list all the data
available in the database.

~ Fuollow up Megquesh

| Derw

DETAILED DESCRIPTION

This page gives you flexibility in searching the Response database. You can choose any combination of the provided selection criteria. The

more criteria you select, the more focused your results will be. To list every listing in the Response database, just leave all the input fields
blank and click the SEARCH button.

PAGE LINKS
None.

USER INPUTS

After selecting one or more criteria from the options listed below, click the
SEARCH button to see those matching Responses.

Type: Indicate Type you would like to
search hy.

Owner: Indicate Owner you would like to
search by.

Keyword: Indicate Keyword(s) you would like
to search by.

OTHER HELP PAGES RELATING TO THIS TOPIC

My Response Add Page

My Response Detail Listing

My Response Edit Page

My Response List Page
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Referral Lists Add Page
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Referral Lists Add Page

SYNOPSIS

Use this page to add a Referral Lists listing.
HELP TOPIC

g llack =
-ﬂ_._ludd.iddm1 Ty Mewl Lne - Mool ndernect Eopbser

‘ Rack o Frim

I Referral Lists |

USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Enarch Brows

Browse: Click here to list the entire
contents of the database.

Fallawaip Requass
B | preascret Popl Disl o7 206~ _I0FF 1LDFF 558 s &, i 60

Service Representatives can add their own referral lists whenever necessary. Lists that are added by individual Service Representatives are
only visible to that user. In other words, they are User types.

Any Referral Lists added by a Supervisor is stored as a System type message. These are available to all users.

PAGE LINKS
None.

USER INPUTS

Title: Title of the message as it should
appear on the quick selection drop-
down list provided on the Referral
page.

My Referral List: List of email addresses of the
individuals on this list. Each
address should be separated by a
comma and there should be no
spaces included between
addresses.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Lists Detail Page

Referral Lists Edit Page

Referral Lists List Page
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Referral Lists Detail Page

National Weather Service: Customer Relationship Management System
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User Manual & Documentation

PAGE TITLE
Referral Lists Detail Page
SYNOPSIS

Shows the detail for a record in the Referral Lists database.

Agiims (] 10 036 b sesate comz b ol e S BEY 29 FYSNEY LN 2
et + = - Q3 AR
IReferraI Lists | s i Prien @ Hele Clese
Edit - Delote  Add Referral List -~ Browse
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Edit: Click here to edit the current
page.
Delete: Click here to delete the

current listing from the
database.

Add Referral List: Click here to add a new data
record into the database.

Browse: Click here to list the entire

Follow up Faquess
contents of the database. &) Dere

DETAILED DESCRIPTION
None.

PAGE LINKS
None.

USER INPUTS
None.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Lists Add Page

Referral Lists Edit Page

Referral Lists List Page
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PAGE TITLE
Referral Lists Edit Page

Use this page to edit a Referral List.
HELP TOPIC

i Back
I Referral Lists |

Edit This My Referral List
USER CLASS Use tis page 1o EDIT an st My Refe
Service Representative P e
Supervisor

Typa: (LTS
Dhwrier: B RE

MENU SELECTIONS

Add Referral List: Click here to add a new data
record into the database.

Browse: Click here to list the entire
contents of the database.

= wl acdd bows Blolmiral L Sald moit Be depiiled by & Sosmi b
mrmmibT adedr mew o ad de mesestm s 0 il men

Fallawaip Requass
£ Dorw

i et

DETAILED DESCRIPTION
Service Representatives can edit any of their own lists at any time. Supervisors can edit either System or User lists as necessary.

PAGE LINKS USER INPUTS

None. Title: Title of the message as it should
appear on the quick selection drop-
down list provided on the Referral
page.

Referral List: Email addresses that define the
current list. Each address must be
separated by a comma and without
any space between individual
addresses.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Lists Add Page

Referral Lists Detail Page

Referral Lists List Page
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Referral ListsList Page

National Weather Service: Customer Relationship Management System

User Manual & Documentation

Back | Contents | Search | Print | Login

PAGE TITLE
Referral Lists List Page
SYNOPSIS |

Lists items from the Referral Lists database.
HELP TOPIC

I Referral Lists
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

o Frim

Current My Refaerral Lists
Thik pige k yEa fusantly dedised My Rafr

Add Referral List: Click here to Add a new list

: |1. Beld)
into the database.

Fallawaip Hequass

& Dorm

DETAILED DESCRIPTION

The Referral Lists List Page shows the entire contents of the Referral Lists database. This database is used to define and store email lists of
frequency used subject-matter experts that may receive referrals.

The system supports two types of Referral Lists: (1) System and (2) User. System lists are available to all users, while User messages are
only visible to the user who created the list. All Referral Lists created by a Supervisor are automatically stored as System types. Lists
created by individual Service Representatives are defined to be the User type.

PAGE LINKS USER INPUTS

Type: Click here to open the None.
Referral List detail page for
the listed item.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Lists Add Page

Referral Lists Detail Page

Referral Lists Edit Page
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PAGE TITLE
Referral Messages Add Page
SYNOPSIS

Use this page to add a Referral Message listing.
HELP TOPIC

Ak anem My Relenal Messege - Mt Intomet Explores

‘ Rack o Frim

I Referral Messages

Add a new My Referral Message
USER CLASS Ui Ehin page 1o AL & serw My Refermal Mesaags b2 your perional pefile
Service Representative st bbb et bt U
Supervisor

Foloral Mowage: |
Browse: Click here to list the entire

=]
contents of the database.

MENU SELECTIONS

AL ¥y RESET

Follawup Fequess
& Dorm

o et

DETAILED DESCRIPTION

Service Representatives can add their own referral messages whenever necessary. Messages that are added by individual Service

Representatives are only visible to that user. Any Referral Message added by Supervisors are stored as System type messages and are
available to all users.

PAGE LINKS
None.

USER INPUTS

Title: Title of the message as it should
appear on the quick selection drop-
down list provided on the Referral
page.

Referral Message: The message as it should appear in
the body of the email that is sent to
the individual receiving the referral.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Messages Detail Page

Referral Messages Edit Page

Referral Messages List Page
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PAGE TITLE
Referral Messages Detail Page
SYNOPSIS

Shows the detail for a record in the Referral Message
database.

HELP TOPIC

& ek =

I Referral Messages |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Edit Delote Add Reterral Message

My Referral Message Detail
Thiik pigs pesedis S : B Wy Rials

Edit: Click here to edit the current
page.
Delete: Click here to delete the

current listing from the
database.

Add Referral Message: Click here to Add a new data
record into the database.

Browse: Click here to list the entire . e
contents of the database. —

DETAILED DESCRIPTION
None.

PAGE LINKS
None.

USER INPUTS
None.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Messages Add Page

Referral Messages Edit Page

Referral Messages List Page
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PAGE TITLE
Referral Messages Edit Page

SYNOPSIS

Use this page to edit a Referral Message. o llack =

HELP TOPIC 3 ekt Thin by Felerral Menoge - Hicraselt Intemes Enploses
‘ Rack o Frim

I Referral Messages | sdd Roforral Mossane Browse

Edit This My Refarral Message
USER CLASS L i page 1o EQIT an dxnidng My Refemal Mesiag
Service Representative UL e O BT S L
Supervisor

MENU SELECTIONS

Add Referral Message: Click here to Add a new data
record into the database.

Browse: Click here to list the entire
COI‘ltentS Of the database T mw John Gransce wich che Macionsl Hescher Secvics Anower Pesk., The individusl

identified bhelow has made sn inguiry ©o um regarding che scacus of & FLL opecmced
pite ot Rock Springs. Wyomding [(KEES). It pesss chat Chil CUSCOMET BOMET ISR QECE
mlow response £rom thim mite.

oRCeoT e vie swsil or st (303 -555-1217 mo we

Fuallawaip Requass

] e nscegn Popd ek e TI05"_IFF (1FF 53 0 0] £, iU
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DETAILED DESCRIPTION

Service Representatives can edit any of their own messages at any time. Supervisors can edit any message - either System or those
created by individual users.

PAGE LINKS
None.

USER INPUTS

Title: Title of the message as it should
appear on the quick selection drop-
down list provided on the Referral
page.

Referral Message: The message as it should appear in
the body of the email that is sent to
the individual receiving the referral.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Messages Add Page

Referral Messages Detail Page

Referral Messages List Page
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PAGE TITLE
Referral Messages List Page

SYNOPSIS :

Lists items from the Referral Messages database.
HELP TOPIC

‘ Rack o Frim
IReferraI Messages |

Current My Referral Messages
USER CLASS Thik pigs ti your cusintly dafised My Raferral Mesiage
Service Representative il b e A S L
Supervisor

Messane Tirle
MENU SELECTIONS

Refomal Meinags

Add Referral Message : Click here to add a new

i n 3 ol 1}
message into the database.

Fallawaip Requass
& Derw

DETAILED DESCRIPTION

The Referral Messages List Page lists the entire contents of the Referral Messages database. This database is used to define and store
frequently used and/or generic referral messages that are accessible to Service Representatives when making referrals.

The system supports two types of Referral Messages: (1) System and (2) User. System messages are available to all users. User messages
are only visible to the individual Service Representative who created the message. All Referral Messages created by a Supervisor are
automatically stored as the System type, while messages created by individual Service Representatives are stored as the User type.

PAGE LINKS USER INPUTS

Type: Click here to open the None.
Referral Message detalil
page for the listed item.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Messages Add Page

Referral Messages Detail Page

Referral Messages Edit Page
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PAGE TITLE

Referral Contacts Add Page

SYNOPSIS

Add a referral contact.

HELP TOPIC

IReferraIs Database |

USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Browse: Click here to list the entire
contents of the database.

Search: Click here to open the
Search page.

Add New Contact: Click here to Add a new data
record into the database.

Hailing

on
Strwet Addrems: |

L L.

Direct Comact Infarmation

]

—

= |

Addidanal Infarmation

~ Follow up Megquesh

2| Derw

DETAILED DESCRIPTION

Add a referral contact by providing as much information pertaining to the customer as available. All the data included on this page will be
available from the Service This Request page as any service request from this customer is resolved.

PAGE LINKS

None

USER INPUTS

The following provides detail regarding the available input fields. After you
make any necessary edits, click the ADD button to save your changes.

Point of Contact:

Title:
Expertise:
Affiliation:

Street Address:

City:

State:

Zip:
Country:
Phone:
Email:
Comments:

Provide the name of the point of
contact.

Indicate their title.

Indicate their area of expertise.
Provide their affiliation.

Provide their street address.
Provide their city.

Provide their state.

Provide their zip.

Provide their country.

Provide their phone number.
Provide their email address.

Provide some comments regarding
this individual.

OTHER HELP PAGES RELATING TO THIS TOPIC

Referral Contacts Detail Page

Referral Contacts Edit Page

Referral Contacts List Page

Referral Contacts Search Page
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Referral Contacts Detail Page

SYNOPSIS

Detailed information regarding a referral contact.

HELP TOPIC

IReferraIs Database |

=5 Prim
USER CLASS Browsn 2narch Add New Contact Edit Delots
; ; Referral Gontact Detail Information & select For Referral
Service Representative =
. Cantact Inlprmatian
Supervisor r.:._-. o [ Alisnion
MENU SELECTIONS
Browse: Click here to list the entire YRS | . ot o
contents of the database. _
Search: Click here to open the Diencl Camtacl Inlaamailan
Search page. 1PV

pairick.gillisiinaaa. qov

Add New Contact: Click here to add a new data
record into the database.

Addidanal Infarmation

STARY FMTH

Edit: Click here to edit the current
listing.

Delete: Click here to delete the
current listing.

~ Fuollowup Mequesh

&| Derm

DETAILED DESCRIPTION

PAGE LINKS

zZ
o
=1
@

USER INPUTS

Select For Referral: Clicking this link while the None
Make Referral page is open
appends the email address
listed on the Referral Detail
page to the Referral List
field. This feature helps to
reduce unnecessary retyping
of information.

Email: This link opens your local
mail client with the indicated
address loaded into the To:
field.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Contacts Add Page

Referral Contacts Edit Page

Referral Contacts List Page

Referral Contacts Search Page
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PAGE TITLE
Referral Contacts Edit Page
SYNOPSIS

Used to modify referral contact information.
HELP TOPIC

IReferraIs Database |

USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

B En Faarch Add fMew Contact

Modify Contact Information

Cantsot Inlormatian

Foim of Cantact: | e
Thile:

Browse: Click here to list the entire
contents of the database.

Search: Click here to open the
Search page.

Bailing Infarmation

Add New Contact: Click here to add a new data m HEE e pen daneny j
record into the database. [ ey Er—
Delete: Click here to delete the =
P ~ Follaw.up Maguesh:
current listing. £

| Dare
DETAILED DESCRIPTION
Modify any of the information associated with a referral contact.
PAGE LINKS
None

USER INPUTS

The following provides detail regarding the available input fields. After you
make any necessary edits, click the Save button to save your changes.

Point of Contact: Provide the name of the point of
contact.

Title: Indicate their title.
Expertise: Indicate their area of expertise.
Affiliation: Provide their affiliation.
Street Address: Provide their street address.
City: Provide their city.
State: Provide their state.
Zip: Provide their zip.
Country: Provide their country.
Phone: Provide their phone number.
Email: Provide their email address.

Comments: Provide some comments regarding
this individual.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Contacts Add Page

Referral Contacts Detail Page

Referral Contacts List Page

Referral Contacts Search Page
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Referral Contacts List Page
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PAGE TITLE
Referral Contacts List Page

List of referral contacts that match a search or browse.
HELP TOPIC

IReferraIs Database |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Browse: Click here to list the entire
contents of the database.

Search: Click here to open the
Search page.

Add New Contact: Click here to add a new data
record into the database.

DETAILED DESCRIPTION

PAGE LINKS

Name: Click here to view the full
detail for the listed item.

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Contacts Add Page

Referral Contacts Detail Page

Referral Contacts Edit Page

Referral Contacts Search Page

SYNOPSIS

User Manual & Documentation

Browse
Refarral C
T —
Hame
Patrick Gilli
Rruce Turni
Kay Hacali

Martin Raron

Tani Fllk

~ Follow up Megquesh

| Derw

HWS P ostmasten

Bearch Add Mow Conkaot

ontacts Matching Your Search Criteria

s Ihi nirng of 1hi E
Emiail
palrick.gill@anoaa.gov
biucs HEmoan.ge
kay.mutcati@noas. gav

martin.baigniEno aa.gir

tani.allbsEnoas.goe

i i
Afliliation

Max Fosvimssieri@noas.gore

{16 ol 6

Phane

AR TIF-IT43 o1 0ad
Q- TSEA2ND

A8 ETEEE 0 35

J00-TEI-0EA4 137

AT = 170

USER INPUTS

None

Lists matching referral contacts after a search or browse of the database. When shown after a search, only those contacts matching any
entered search criteria are listed. When shown after a browse, all referral contacts are listed.
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PAGE TITLE

Referral Contacts Search Page

SYNOPSIS

Used to search the referral contacts database.
HELP TOPIC

IReferraIs Database |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Browse: Click here to list the entire
contents of the database.

Search: Click here to open the
Search page.

Add New Contact: Click here to add a new data
record into the database.

DETAILED DESCRIPTION

Eaarch Add New Contact

SEARCH > I

~ Follow up Megquesh

] Derw

Search the referral contacts by any combination of name, affiliation, keyword, expertise and country. This page gives you a lot of flexibility
when searching. You can choose any combination of the provided selection criteria. The more you select, the more focused your results will
be. To list every listing in the Referrals database, just leave all the input fields blank and click the SEARCH button.

PAGE LINKS
None

OTHER HELP PAGES RELATING TO THIS TOPIC
Referral Contacts Add Page

Referral Contacts Detail Page

Referral Contacts Edit Page

Referral Contacts List Page

USER INPUTS

After selecting one or more criteria from the options listed below, click the
SEARCH button to list any matching referral contacts.

Name:

Affiliation:

Keyword:

Expertise:

Country:

Search for referrals with the
provided name.

Search for referrals with the
provided affiliation.

Search based on the following
keywords. Multiple words are
combined using a logical AND.
Keywords are matched against all
available information fields.

Search for referrals with the
provided expertise.

Search for referrals with the
provided country.
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PAGE TITLE

Customer Satisfaction For The Last 30 Days
SYNOPSIS

Customer feedback snapshot for the last 30 days presented
in a graphical format.

HELP TOPIC

TR HOAK - Hational Weather Senvicn - Mictmsll Inbeiret Erplore:

Bins I psesads comiogr b ieads comaapben el cdE 4

I RepOFtS | Home Fage sanagument Roports
Customer Satisfaction For The Last 30 Days
USER CLASS

Total Eespoases Evabated B
Supervisor
MENU SELECTIONS

W aur rexponie helpFul?
Respoases To This Creeson 81/ 8

Hisspanse Tatal Percertage

Home Page: Links to the Supervisor tranghy dgres
Home page.

Management Reports: Links to the Supervisor
Reports page.

W aur reaponie Hmely?
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DETAILED DESCRIPTION
None.

PAGE LINKS USER INPUTS
None. None.

OTHER HELP PAGES RELATING TO THIS TOPIC
Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report
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Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source
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Customers Grouped By Affiliation

National Weather Service: Customer Relationship Management System Back | Contents | Search | Print | Login

User Manual & Documentation

Customers Grouped By Affiliation

SYNOPSIS

Lists all customers in the Customer database sorted and Fe ER Vem Fyoste ok Heb

grouped by affiliation. Hatienal Oceanic and Atmospheric Adr
HELP TOPIC National Weather Se
NWS Customer Relationship Managem

I RepOFtS | Home Fange sanagument Roports
Customers Grouped By Affiliation

SR HOAK - Hational Wealher Seivics - Mictsll Inteiret Eephone:

USER CLASS Air Farce
SUpeI’VISOI’ Typa Affiliation PO Phane E mail Sarvicim
MENU SELECTIONS pon oy ] La | e craig.lacyiEataa, al.mil
TOTALS: ENEFH ) Counte: 1 al 75 .40 %
Home Page: Links to the Supervisor
Home page.
Management Reports: Links to the Supervisor e I it I A Eva
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o et

DETAILED DESCRIPTION

This report provides subtotals and percentage-of-total for each group of customer affiliation.

PAGE LINKS USER INPUTS

Type: Links to the detail record for ~ NONe.
the given customer.

E-mail: This link opens your local
mail client with the indicated
address loaded into the To:
field.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report
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Customers Grouped By Affiliation

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report

Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source

Tickets Grouped By Status
Tickets Sorted By Date
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Customers Grouped By Type

National Weather Service: Customer Relationship Management System

User Manual & Documentation

PAGE TITLE

Customers Grouped By Type

SYNOPSIS

Lists all customers in the Customer database sorted and
grouped by type.

HELP TOPIC

| Reports |
USER CLASS
Supervisor

MENU SELECTIONS

Home Page: Links to Supervisor Home
page.
Management Reports: Links to the Supervisor
Reports page.
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Customers Groupad By Type
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DETAILED DESCRIPTION

This report provides subtotals and percentage-of-total for each group of customer type.

PAGE LINKS

Type: Links to the detail record for
the listed customer.

E-mail: This link opens your local
mail client with the indicated
address loaded into the To:

field.

USER INPUTS

None.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report
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Customers Grouped By Type

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report

Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source

Tickets Grouped By Status
Tickets Sorted By Date
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Customers Sorted By Affiliation
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User Manual & Documentation

PAGE TITLE

Customers Sorted By Affiliation

SYNOPSIS R HOw - Hational Weather Sevicn - Mol Interet Eaplom
N N Agirans | @] Fas SR neecods tomioirben il ageteds omiearbn s 16
Lists all customers in the Customer database sorted by
affiliation. —_— Mational Ooeanic and Atmospheric !
HELP TOPIC National Weather Servic
NWS Customer Relationship Managemant
I Reports | Home Fage sanagument Roports
Customers Sorted By Affiliation
USER CLASS Type  Affiliation  POC Phone E-mail
Supervisor BOD  AaFace  [THRENS R ———
FOS Dans Black 2026287940 dhlackiap.aig
MENU SELECTIONS NWS AR Ren Dipen ronald . shon@noas.gav
) i GTs G Apd Gangs SIMZIGT4 5144014703 alfeed.gagne@ec.ge.ca
Home Page: Links to Supervisor Home N — S
page. FOS  Delses TEI54-5047 minh.nguyEdalings.com
Management Reports: Links to Supervisor Reports BOS  Dymcar o TOMIR michae!. dowyielioEdymeom.com
page. walliam hamtharne@faa.qoy
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DETAILED DESCRIPTION

None.
PAGE LINKS USER INPUTS

None.

Type: Links to the Customer Detail
page for the listed customer.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report
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Customers Sorted By Affiliation

System Wide Response Time Report

Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source

Tickets Grouped By Status
Tickets Sorted By Date
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Department Activity Report

National Weather Service: Customer Relationship Management System

User Manual & Documentation

PAGE TITLE

Department Activity Report

SYNOPSIS

This report summarizes department activity for a given date
range.

HELP TOPIC

| Reports |

USER CLASS

Supervisor

MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.

Management Reports : Links to the Supervisor
Reports page.
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Request Activity Report

Regquest Activity Report

Feewet Filte Optians

Start Data: 401
End Date: 5|
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fpan Request: L
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Clasad Request:
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DETAILED DESCRIPTION

A service request is included on this report if there has been any change in its status within the selected date range.

When tabulating results for this report, the system discerns between New Requests and Follow-Up Requests.

A New Request is logged every time a customer or Service Representative opens a new request for service. A Follow-Up Request results
when a Service Representative responds to a customer, closes their request, and the customer proceeds to reply with an additional related

issue.

If the number of follow-up requests is low in relation to the number of
first time. If not, this may indicate the need for further investigation.

new, that is an indication that issues are being resolved thoroughly the

The data for New Requests is shown on the left side of the page. Data for Follow-Up Requests is presented on the right side.

The following table provides additional clarification regarding the meaning of the various data points collected.

Open Requests
Working Requests

Feedback Pending:

Closed Requests:
Total Requests:

Average Service Time:

A customer request that has not yet received any service.

: A customer request that is assigned to a particular Service
Representative and has received some initial service - but remains
unresolved.

These indicate requests where a Service Representative has
requested additional clarification from the customer and is waiting for
feedback.

Requests that have been serviced and closed.

The total of open, working, pending, and closed requests for the
selected date range.

This number is based on closed requests in the selected date range.
It reports the average number of hours necessary to close a
customer request.
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Department Activity Report

PAGE LINKS USER INPUTS

In addition to the link described below, this report provides None.
drill-down support for all of the data tabulated. To see a

detailed listing of the individual Request Tickets included in

any of the reported results, just click on the number of

interest.

Reset Filter Options: Click here to reset the results
filter.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report

Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source

Tickets Grouped By Status
Tickets Sorted By Date
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Department Pipeline Report

National Weather Service: Customer Relationship Management System

User Manual & Documentation

PAGE TITLE

Department Pipeline Report

SYNOPSIS

This report summarizes the department pipeline status for a
given date range.

HELP TOPIC

| Reports |

USER CLASS

Supervisor

MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.

The

Management Reports : Links to the Supervisor
Reports page.
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NWS Customer Relationship Manag
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Request Pipeline Report

Regquest Pipeline Report

Feewet Fille Optians

Start Date: 401
End Date: Al
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Gpan Request: L
‘Warking Reques:
Faadback Pending:
Clasad Request:
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fvwiags Service Tima:

A,

DETAILED DESCRIPTION

A service request is included on this report if it was originated within the selected date range irrespective of any change in its status.

When tabulating results for this report, the system discerns between New Requests and Follow-Up Requests.

A New Request is logged every time a customer or Service Representative opens a new request for service. A Follow-Up Request results
when a Service Representative responds to a customer, closes their request, and the customer proceeds to reply with an additional related

issue.

If the number of follow-up requests is low in relation to the number of
first time. If not, this may indicate the need for further investigation.

new, that is an indication that issues are being resolved thoroughly the

The data for New Requests is shown on the left side of the page. Data for Follow-Up Requests is presented on the right side.

The following table provides additional clarification regarding the meaning of the various data points collected.

Open Requests
Working Requests

Feedback Pending:

Closed Requests:
Total Requests:

Average Service Time:

A customer request that has not yet received any service.

: A customer request that is assigned to a particular Service
Representative and has received some initial service - but remains
unresolved.

These indicate requests where a Service Representative has
requested additional clarification from the customer and is waiting for
feedback.

Requests that have been serviced and closed.

The total of open, working, pending, and closed requests for the
selected date range.

This number is based on closed requests in the selected date range.
It reports the average number of hours necessary to close a
customer request.
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Department Pipeline Report

PAGE LINKS USER INPUTS

In addition to the link described below, this report provides None.
drill-down support for all of the data tabulated. To see a

detailed listing of the individual Request Tickets included in

any of the reported results, just click on the number of

interest.

Reset Filter Options: Click here to reset the date
filter for this report.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report

Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source

Tickets Grouped By Status
Tickets Sorted By Date
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Department Response Time Report

National Weather Service: Customer Relationship Management System

Back | Contents | Search | Print | Login

User Manual & Documentation

PAGE TITLE

Department Response Time Report

SYNOPSIS TR HOAA - Hatrral Weather Servien - Micrlt Inbeiret Explone:
Tie

e [ Mwew Fyrosben Dok Hie

This report provides a breakdown of response time for
requests serviced in a selected date range.

HELP TOPIC

| Reports |

USER CLASS

Supervisor

MENU SELECTIONS

Home Page:

Links to the Supervisor
Home page.

Management Reports: Links to the Supervisor

Reports page.
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Start Date: 401
End Date: 5|
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DETAILED DESCRIPTION

A service request is included on this report if it was closed within the selected date range.

When tabulating results for this report, the system discerns between New Requests and Follow-Up Requests.

A New Request is logged every time a customer or Service Representative opens a new request for service. A Follow-Up Request results
when a Service Representative responds to a customer, closes their request, and the customer proceeds to reply with an additional related

issue.

If the number of follow-up requests is low in relation to the number of new, that is an indication that issues are being resolved thoroughly the

first time. If not, this may indicate the need for further investigation.

The data for New Requests is shown on the left side of the page. Data for Follow-Up Requests is presented on the right side.

The following table provides additional clarification regarding the meaning of the various data points collected.

Less Than 24 Hours:

Greater Than 1 Day:
Greater Than 1 Week:

Greater Than 1 Month:
Total Requests:
Average Service Time:

Requests closed within 24 hours of the original customer contact.
This includes those requests that were closed directly by the
customer using the integrated FAQ database.

Includes all requests that required less than a 1 week but more than
1 day to resolve.

Includes all requests that required less than a 1 month but more
than 1 week to resolve.

Includes all requests that required 1 month or more time to resolve.
The total number of requests closed within the selected date range.

Reports the average number of hours necessary to close a customer
request during the selected date range.
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Department Response Time Report

PAGE LINKS USER INPUTS

In addition to the link described below, this report provides None.
drill-down support for all of the data tabulated. To see a

detailed listing of the individual Request Tickets included in

any of the reported results, just click on the number of

interest.

Reset Filter Options: Click here to return to the
Date Selection page to filter
results using a new date
range.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report

Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source

Tickets Grouped By Status
Tickets Sorted By Date
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Feedback Comments By Date

National Weather Service: Customer Relationship Management System

User Manual & Documentation

PAGE TITLE
Feedback Comments By Date

SYNOPSIS

This report lists customer comments and feedback from
Surveys created within the selected date range.

HELP TOPIC

| Reports |
USER CLASS
Supervisor

MENU SELECTIONS

Home Page: Links to the Supervisor

Home page.
Management Reports: Links to the Supervisor

Reports page.
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DETAILED DESCRIPTION

None.

PAGE LINKS

Reset Filter Options: Click here to reset the date
range options for this report.

View Survey: Click here to view the entire
survey of the individual who
made the shown comments.

USER INPUTS

None

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report
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Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report
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System Wide Feedback Detail Report
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Feedback Grouped By Response Helpful

SYNOPSIS SR HOAA - Hatrral Wealher Servien - Mol Inbeiret [ nphoner

Customer feedback grouped based on responses to the
Response Helpful question. This report supports date
selection.

HELP TOPIC

Home Page Managurnent Baports

I Reports | Customer Feadback Grouped By Regponse Helplul
Customer Feedback By Halpful

USER CLASS BosetFine Openg |

Supervisor Stort Date: 411

End Date: /.|
MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.

Sarvice Rap  Helphul Timaily Custamar Cammants
SR vy many

Management Reports: Links to the Supervisor
Reports page.

TOTALS: T Counte: 1alB . 125%

Strangly Agree

o e

DETAILED DESCRIPTION

None

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to reset the filter None
options for this report.

Date: Click here to view the detail
page for this survey.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report
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Feedback Grouped By Response Timely

SYNOPSIS SR HOAA  Hatronal Weather Servien Mool Inbeirest I nphonet

Eie ER e Fgosbe  Jooh  Hee
Customer feedback grouped based on responses to the ks = - E AR

Response Timely question. This report supports date thanal O d Amaipher
selection. National Weather

HELP TOPIC NWS Customer Relationship Manager

Home Page Managurment Baports

I Reports | Customer Feadback Grouped By Response Timehy

Customer Feadback By Response Timel
USER CLASS Beaet e Dpene, ¥
Supervisor Stort Date: 411

End Date: Al
MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.

Sarvico Rap  Helphul Timaily Custamar Cammant

Management Reports: Links to the Supervisor
Reports page.

L Agree  Counwialf 125%]
Disagree
A e
DETAILED DESCRIPTION
None.
PAGE LINKS USER INPUTS
Reset Filter Options: Click here to reset the filter None.

options for this report.

Date: Click here to view the
complete survey for the listed
item.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report
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Feedback Grouped By Site Easy

T ————
Customer feedback grouped based on responses to the Site e ;wr_nm & R
Easy question. This report supports date selection. sanic & S

’ tle 0 adl At l 1'". g
) National Weather Se

NWE Customer Relationship Manager
I Reports | Hurme Page Managurnent Buports
Custemer Feadback Grouped By Site Easy

USER CLASS Customer Feedback By Site Easy

SUperViSOf Renet Filter Optians
MENU SELECTIONS Start DII!E "
End Date: Al

Home Page: Links to the Supervisor
Home page.

Date Sardice Rap  Helplul Timuky Fawy Cusbamar Commants
Management Reports: Links to the Supervisor MA1I008  Johe Grasats  Steangly Agree Stroagly Ageee Ageee

Reports page.

MEZ3002  Joha Granats

TOTALS: T Counte: 3 alB . 375 %

o |

DETAILED DESCRIPTION

None

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to reset the filter None
options for this report.

Date: Click here to view the
complete customer survey
for the item listed.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report
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PAGE TITLE

Feedback Summary Report

SYNOPSIS SR HOAA - Hatioral Wather Servien - Mol Inbeirest [Enplone:
Fie Ed W= Fgester Jeoh  Hee

This report provides a graphical summary of customer ek s = D F AR

feedback received in a given date range. .

= & TN d Lrrist b trat]

HELP TOPIC National Weather Ser
NWS Customar Relationship Manag

I Reports | Hurme Pags Managurnent RBuports

Customer Feadback Summany Report

LSERCLASS Filters Selected
Supervisor Reset Filter Optians
MENU SELECTIONS hat Dot A1 |
End Date: 4.
Home Page: Links to the Supervisor Total Responses Evshuted 8
Home page.

Wai aur rexponie helpful?

Management Reports: Links to the Supervisor Renpaes (To This Efestbac B 8
RepOftS page Higpanis Tatal Percertage

DETAILED DESCRIPTION

None.

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to reset the filter None.
options for this report.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report
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Filter Results By Date

SYNOPS|S W WO Hational Wiealher Seivicn - Micimosll Inteirsel Eaplone
Use this page to establish a date range filter for the selected 7" ;_*qrih P
report. - -

HELP TOPIC

National Weather Ser vic

. NWS Customser Relationship Manag
I Reports | Home Fage “Management Roports
Filter Results By Date
USER CLASS Livt i page o alect s fube nnge o
SUperViSOf ] d Week | e Hanth | b ¥] d ¥\ | e
Executive Reports By snd Wik Intsres Witk Intire Qiternad deirll Vet IntiPra
® Today & This Hanth & This Ouartar
MENU SELECTIONS @ Vusturdoy % Lawt Wanth ¥ Lawt Duartar
’ - ® This Week @ Larst Thiee Months & Last Thiee duariers
NOTE: Depending on your user class, not all menu selections @ Last Wnwk ® L Four Munth #You To Date
; ® Last Two Wanks & Larst Five Months @ Last Year To Daie
are avallable from every page & Last Thees Waaks W Lt Six Mantha W Lt Yai
Home Page: Links to the Supervisor
rlome page EECIITT
Management Reports: Links to the Reports Home Ticketa Oin Or Befure:
page.

Logout: Logs the current user out
and closes their session.

DETAILED DESCRIPTION

This page provides three ways to specify a date range.

(1) You can use one of the preset intervals by clicking on one of the many page links provided. This will set the date range based on the
current date and your selection. This is often the quickest and easiest method to use.

(2) If the date range you need is not available from one of the preset links, you can click on the icon provided next to the After and Before
input boxes to open a calendar window. The calendar provides the ability to select an arbitrary date.

(3) The third combines the two approaches. First select a preset date range as described in option (1), and then use the popup calendar as
described in option (2) to refine your selection.

PAGE LINKS USER INPUTS

This page provides various links that can be used to quickly The following provides detail regarding the available input fields. After you
set the date range. These are grouped into three categories:  make your selections, click the SHOW REPORT button to generate your
daily, monthly, and yearly. The date range specified in each report.

case is indicated by the link prompt.

On Or After: Limits report results to those on or
later than the selected date. In
others words, this field sets the
LOWER date range for results.

On Or Before: Limits report results to those on or
before the selected date. In others
words, this field sets the UPPER
date range for results.
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OTHER HELP PAGES RELATING TO THIS TOPIC
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Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report

Tickets Grouped By Category
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Tickets Sorted By Date
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PAGE TITLE

Service Representative Productivity Report

SYNOPSIS SR HOAA - Hoatroral Wmalher Servien  Micsmslt Inbeirest [ nphonet

. . Ele Ed e Fygwster Jooh Hee
Reports on individual Service Representative productivity in
the selected date range.

X/ National Weather Serv

NWE Customer Relationship Manng
I Reports |

USER CLASS

Supervisor Service Representitive Report

Eesed Fillm Oplians

MENU SELECTIONS Start Dake: AL

. . End Date; 4.1
Home Page: Links to the Supervisor
Home paQE. Fervios Rep Fequests Clesad In Gue [his Serdics (hisl

Joe Granata 3 44 F 1B

Management Reports: Links to the Supervisor John Gianats 12 75 2.1

Report page Jdulis Hayes 1 [h] 0
Heal Richaids 1 oo

il
Bl Submit Changa Re qllr\l@uww Al Change Raquask

DETAILED DESCRIPTION

Note: A Service Representative needs to have serviced and closed at least one ticket in the selected date range in order to be listed in this
report.

In order for a Request Ticket to be included in this report, it must have been closed in the selected date range.

This report tabulates four key pieces of data for each Service Representative. These are: (1) Total Requests Closed, (2) In Que Time, (3)
Service Time, and (4) Customer Response Time.

Each of these is defined and explained below.

Requests Closed: Reports on the total number of tickets closed irrespective of when
the ticket was originated. This number excludes any tickets in partial
stages of service.

In Que: This is the average number of hours that tickets were sitting prior to
the start of service. This is the time between the origination of the
ticket and the first clicking of the Service This Request link.

Service: This computes the average number of hours that the Service
Representative needed to close a ticket after they initiated service.
This is the time between the first clicking of the Service This
Request link and the closing of the ticket.

Response: This is the average customer response time. This is the total of the
In Que time and the Service time.

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to reset the filter None
options for this report.

Service Rep: Click here to view all
requests closed by the listed
Service Representative in
the selected date range.
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OTHER HELP PAGES RELATING TO THIS TOPIC
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Feedback Comments By Date
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Filter Results By Date
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System Wide Activity Report

System Wide Feedback Detail Report
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Tickets Grouped By Source

Tickets Grouped By Status

Tickets Sorted By Date
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PAGE TITLE

Supervisor Management Reports

SYNOPS|S AN HOu - Hatianal Wieather Servicn - Miciosl! Interel Eaplom
. - == =g 5 3 8] Fos N6 naenede tom oo bindel oo T EE - SIS R N £ 1E
Used by the department Supervisor to select one of the many J s e# wee Froie 1om 8

reports available. s, Wational Dceanic and Atmaospheric Adminl
HELP TOPIC National Weather Service
NWS Customer Relationship Managemant

I RepOFtS | Home Fane sanagument Roports
Supervisor Management Reports

USER CLASS
. = Reguest Ticket Reponts == Custorner Fesdback Reports
Supervisor - = = ! ==
lickets Soried Ly Dabe % Summary for Lest 30 Days
MENU SELECTIONS Tickets Giouped By Category %  Summary By Date
lickeis Gouped By Senvice Represantative *  Detalls Grouped by Hespanss Helplul
. . . Tickets Gioupad By Souice % Dutsils Grouped By Respanss Timaly
Home Page: Links to the Supervisor Mhckets Croepard By Sistes % Dtalls Evwapad By Siin Facy
Home page. % s Commants By Date
Management Reports: Reopens the current page. + Customer Reports -+ Productivity Reports
Th|S Item IS prOVIded for *1‘ Custamars Soried Uy Afilistian B Service Representatios Report By Dale
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DETAILED DESCRIPTION

This page provides access to a wide variety of reports that have been grouped into four major categories: (1) Request Ticket, (2) Customer,
(3) Customer Feedback, and (4) Productivity.

All of the reports available from this page support the capability to drill-down to get very low level data. In addition, most of these Supervisor
reports provide a ability to select a particular date range for generating very targeting results.

The Request Ticket reports provide various ways to view and sort service requests that have been made to the department. The Customer
reports provide visibility into the Customer Database. Recall that in version 1.0 of the system, this resource is shared by both the DM and
OS modules. The Customer Feedback reports search the database of customer feedback built from the customer survey. And finally, the
Productivity reports gives the Supervisor various ways to measure their departments productivity in getting customer requested serviced.

PAGE LINKS USER INPUTS
Request Ticket Reports None.

Tickets Sorted By Date: Shows tickets sorted by date.
This report provides support
for date selection.

Tickets Grouped By Requests sorted by date and
Category: grouped by category. This
report provides support for
date selection.

Tickets Grouped By Requests sorted by date and
Service Representative: grouped by service
representative. This report
provides support for date
selection.

Tickets Grouped By Requests sorted by date and
Source: grouped by source. This
report provides support for
date selection.
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Tickets Grouped By
Status:

Customer Reports

Requests sorted by date and
grouped by status. This
report provides support for
date selection.

Customers Sorted By
Affiliation:

Customers Grouped By
Affiliation:

Customers Grouped By
Type:

Customer Feedback Reports

All customers sorted by
affiliation.

All customers sorted and
grouped by affiliation.

All customers sorted and
grouped by type.

Summary for Last 30 Days:

Summary By Date:
Details Grouped By

Response Helpful:

Details Grouped By
Response Timely:

Details Grouped By Site
Easy:

User Comments By Date:

Productivity Reports

Customer feedback snapshot
for the last thirty days.

Customer feedback for a
given date range. This report
supports date selection.

Customer feedback grouped
based on responses to the
Response Helpful question.
This report supports date
selection.

Customer feedback grouped
based on responses to the
Response Timely question.
This report supports date
selection.

Customer feedback grouped
based on responses to the
Site Easy question. This
report supports date
selection.

Narrative customer
suggestions and feedback.
This report supports date
selection.

Service Representative
Report By Date:

Request Activity Report By
Date:

Reports on individual service
representative productivity in
the selected date range.

Reports on ticket activity in
the selected date range. A
ticket is active within a given
date range if there has been
any change within its status.
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Request Pipeline Report Reports on pipeline activity in
By Date: the selected date range. A

ticket is included in this
report if it was created within
the indicated date range
irrespective of if there has
been any change in its
status.

Response Time Report By Reports on response time in
Date: the selected date range. In
order order for a ticket to be
included in this report, it must
have been closed within the
selected date range.
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DETAILED DESCRIPTION

A service request is included on this report if there has been any change in its status within the selected date range.

Enterprise wide results are provided at the top of the page under the heading Total Results For NWS CRM. Below the aggregate numbers,
the same results are broken down on a per department basis. The current system includes data for Office Of Data Management and Office
Of Services.

When tabulating results, the system discerns between New Requests and Follow-Up Requests.

A New Request is logged every time a customer or Service Representative opens a new request for service. A Follow-Up Request results
when a Service Representative responds to a customer, closes their request, and the customer proceeds to reply with an additional related
issue.

If the number of follow-up requests is low in relation to the number of new, that is an indication that issues are being resolved thoroughly the
first time. If not, this may indicate the need for further investigation.

The data for New Requests is shown on the left side of the page. Data for Follow-Up Requests is presented on the right side.

The following table provides additional clarification regarding the meaning of the various data points collected.

Open Requests: A customer request that has not yet received any service.

Working Requests: A customer request that is assigned to a particular Service
Representative and has received some initial service - but remains
unresolved.

Feedback Pending: These indicate requests where a Service Representative has
requested additional clarification from the customer and is waiting for
feedback.

Closed Requests: Requests that have been serviced and closed.

Total Requests: The total of open, working, pending, and closed requests for the
selected date range.

Average Service Time: This number is based on closed requests in the selected date range.
It reports the average number of hours necessary to close a
customer request.
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System Wide Activity Report

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to return to the None.
Date Selection page to filter
results using a new date
range.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report
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Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Feedback Detail Report

System Wide Feedback Summary Report

System Wide Pipeline Report

System Wide Response Time Report

Tickets Grouped By Category

Tickets Grouped By Service Representative

Tickets Grouped By Source

Tickets Grouped By Status
Tickets Sorted By Date

NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login

http://v36.surecode.com/cgi-bin/doit.cgi?204:536:189707334:116 (2 of 2) [12/19/02 10:37:42 AM]


http://v36.surecode.com/cgi-bin/doit.cgi?203:536:189707334:116
javascript:history.go(-1);
http://v36.surecode.com/cgi-bin/doit.cgi?218:536:189707334:1
http://v36.surecode.com/cgi-bin/doit.cgi?202:536:189707334
javascript:print();
http://v36.surecode.com/cgi-bin/doit.cgi?218:506:1:1

System Wide Feedback Detail Report

National Weather Service: Customer Relationship Management System Back | Contents | Search | Print | Login

User Manual & Documentation

System Wide Feedback Detail Report

SYNOPSIS IR HOAA - Htiral Wmather Servien © Mt Intbeirest Enploner
: . . .. e Ed Mwe Fyroben  Ioch  Hie Ao [@] s v 3 et comogy bt dor s TIESIRE T 4ESOEES
This report provides a detailed listing of customer feedback ik - = - D B

received in a given date range.
HELP TOPIC

| Reports |

NWS CRM Customer Feedback By Date

USER CLASS Surveys By Date
Executive Reports Fieset Fier Options

MENU SELECTIONS Start Date: 1L

End Date: Al

Home Page: Links to the Executive Home
page- Office of Data Management Resporse Fabe: 0 /1

LOgOUt: LOgS out the current user Tracking Humboer Rlirg PR St SR r g el Caommaenis Or Sugqesions
and closes their session. e T

Sardiced iy [

Tracking Humbar EEIRSIVERR VAT 2R
Dt RLIRELEIR

& Dorw

DETAILED DESCRIPTION

This report includes all customer surveys that were completed in the selected date range. Results are broken down on a per department

basis with data for the Office of Data Management provided at the top of the report and results for the Office Of Services provided at the
bottom.

PAGE LINKS

USER INPUTS

Reset Filter Options: Click here to return to the None.
Date Selection page to filter
results using a new date
range.

OTHER HELP PAGES RELATING TO THIS TOPIC
Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports
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DETAILED DESCRIPTION

This report includes all customer surveys that were completed in the selected date range. Results are based on Enterprise wide feedback.
PAGE LINKS USER INPUTS

Reset Filter Options: Click here to return to the None.
Date Selection page to filter
results using a new date
range.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report

System Wide Feedback Detail Report
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DETAILED DESCRIPTION

A service request is included on this report if it was originated within the selected date range irrespective of any change in its status.
Enterprise wide results are provided at the top of the page under the heading Total Results For NWS CRM. Below the aggregate numbers,
the same results are broken down on a per department basis. The current system includes data for Office Of Data Management and Office
Of Services.

When tabulating results, the system discerns between New Requests and Follow-Up Requests.

A New Request is logged every time a customer or Service Representative opens a new request for service. A Follow-Up Request results
when a Service Representative responds to a customer, closes their request, and the customer proceeds to reply with an additional related
issue.

If the number of follow-up requests is low in relation to the number of new, that is an indication that issues are being resolved thoroughly the
first time. If not, this may indicate the need for further investigation.

The data for New Requests is shown on the left side of the page. Data for Follow-Up Requests is presented on the right side.

The following table provides additional clarification regarding the meaning of the various data points collected.

Open Requests: A customer request that has not yet received any service.

Working Requests: A customer request that is assigned to a particular Service
Representative and has received some initial service - but remains
unresolved.

Feedback Pending: These indicate requests where a Service Representative has
requested additional clarification from the customer and is waiting for
feedback.

Closed Requests: Requests that have been serviced and closed.

Total Requests: The total of open, working, pending, and closed requests for the
selected date range.

Average Service Time: This number is based on closed requests in the selected date range.
It reports the average number of hours necessary to close a
customer request.
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System Wide Pipeline Report

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to return to the None.
Date Selection page to filter
results using a new date
range.
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Feedback Summary Report

Filter Results By Date
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Supervisor Management Reports
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System Wide Feedback Detail Report
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System Wide Response Time Report
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Tickets Grouped By Service Representative
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Tickets Grouped By Status
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DETAILED DESCRIPTION

A service request is included on this report if it was closed within the selected date range.

Enterprise wide results are provided at the top of the page under the heading Total Results For NWS CRM. Below the aggregate numbers,
the same results are broken down on a per department basis. The current system includes data for Office Of Data Management and Office
Of Services.

When tabulating results, the system discerns between New Requests and Follow-Up Requests.
A New Request is logged every time a customer or Service Representative opens a new request for service. A Follow-Up Request results
when a Service Representative responds to a customer, closes their request, and the customer proceeds to reply with an additional related

issue.

If the number of follow-up requests is low in relation to the number of new, that is an indication that issues are being resolved thoroughly the
first time. If not, this may indicate the need for further investigation.

The data for New Requests is shown on the left side of the page. Data for Follow-Up Requests is presented on the right side.

The following table provides additional clarification regarding the meaning of the various data points collected.

Less Than 24 Hours: Requests closed within 24 hours of the original customer contact.
This includes those requests that were closed directly by the
customer using the integrated FAQ database.

Greater Than 1 Day: Includes all requests that required less than a 1 week but more than
1 day to resolve.

Greater Than 1 Week: Includes all requests that required less than a 1 month but more
than 1 week to resolve.

Greater Than 1 Month: Includes all requests that required 1 month or more time to resolve.
Total Requests: The total number of requests closed within the selected date range.

Average Service Time: Reports the average number of hours necessary to close a customer
request during the selected date range.
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System Wide Response Time Report

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to return to the None.
Date Selection page to filter
results using a new date
range.

OTHER HELP PAGES RELATING TO THIS TOPIC
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DETAILED DESCRIPTION

Requests sorted by date and grouped by category. This report provides support for date selection.
PAGE LINKS

USER INPUTS

Reset Filter Options: Click here to reset the filter None
options for this report.

ReqgDate: Click here to view the detail
page for this request.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report
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SYNOPSIS

Requests sorted and grouped by date and Service
Representative.
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DETAILED DESCRIPTION

Requests sorted by date and grouped by Service Representative. This report provides support for date selection.

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to reset the filter None
options for this report.

ReqgDate: Click here to view the detail
page for this request.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date
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System Wide Activity Report
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Tickets Grouped By Source

SYNOPS|S TR HOdE  Hatonal Weather Sevicn Mool Interest Eaplons
Requests sorted by date and grouped by source.
HELP TOPIC e
National Weather Sery
I Reports | NWE Customer Relaticnship Managen
USER CLASS Request Tickets Grouped By Source
Supervisor Tickets By Source
Ranar Filtar Opticm
MENU SELECTIONS '
Start Doate: ALL
Home Page: Links to the Supervisor S R ALL
Home page. E ool
Management Reports: Links to the Supervisor Raghets  Citegery Sowica | Requemsr | Swrdcs Rap

Reports page.

1110 23

1113 203

A0 P

1118 203

] Dorw

DETAILED DESCRIPTION

Requests sorted by date and grouped by source. This report provides support for date selection.

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to reset the filter None
options for this report.

ReqgDate: Click here to view the detail
page for this request.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report
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SYNOPS|S TR O Hatmnal Weather Servicn Mool Inberel Esplons
Requests sorted by date and grouped by status.
HELP TOPIC o e
National Weather Se
IReports | NWS Customar Relationship Managem
USER CLASS
Supervisor Tickets By Status
Feunt Filien Qptians
MENU SELECTIONS '
Start Date: &1L
Home Page: Links to the Supervisor B D AL
Home page. S
Management Reports: Links to the Supervisor Peqiese | Caagery Sousce | Ruquestai | Sarvics Rap

Reports page. 10-M-3002  Mumcane VWiat &5 the PIGA0E  Cloges Joo Busbs  Jahe Grasats
- Fra—

10 30 WHG

100 3 g

100 30 AW

DETAILED DESCRIPTION

Requests sorted by date and grouped by status. This report provides support for date selection

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to reset the filter None
options for this report.

ReqgDate: Click here to view the detail
page for this request.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report
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SYNOPSIS

This report shows all the Request Tickets in the selected date
range, sorted by date.

HELP TOPIC

TR HOAK  Hational Wealher Seivics - Micssslt Inbeirst Esplons:

National Weather Servi

NWS Customer Relationship Managem

I Reports | Plurne Page !
Request Tickets Sorted By

USER CLASS Tickets Sorted By Date

SUperViSOf Fienet Filier Qptians

MENU SELECTIONS

Start Date: 401
End Date: /|

Home Page: Links to the Supervisor Reqlate  Category Guesilen Srbisie  Suanm Saurce Sarvics Rap
Home page. I0IH2  Herricass What is the 977 $1000000  Clesad it [
. R : HOAA Weather -
Management Reports: Links to the Supervisor e —
Reports page. Wy o et

1020 M

1011 FHR

DETAILED DESCRIPTION

Shows tickets sorted by date. This report provides support for date selection.

PAGE LINKS USER INPUTS

Reset Filter Options: Click here to reset the filter None
for this report.

ReqgDate: Click here to view the full
details of this listing.

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Satisfaction For The Last 30 Days

Customers Grouped By Affiliation

Customers Grouped By Type

Customers Sorted By Affiliation

Department Activity Report

Department Pipeline Report

Department Response Time Report

Feedback Comments By Date

Feedback Grouped By Response Helpful

Feedback Grouped By Response Timely

Feedback Grouped By Site Easy

Feedback Summary Report

Filter Results By Date

Service Representative Productivity Report

Supervisor Management Reports

System Wide Activity Report
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PAGE TITLE
Create Ticket Page
SYNOPSIS BT e
Ede E® Yew Fgroshes Jook Heo
This is what a service representative sees when adding a < Hational = >

request SO TR -
HELP TOPIC

Answer Desk

I Request Database |
USER CLASS

Service Representative
MENU SELECTIONS

Home Page: Returns user to Service Rep
home page.

Asmach File; Uedoad File

tk'zkﬂla-_ it Changs Regeesn %\'irw Al Cssgs Bl i st

DETAILED DESCRIPTION

A service rep can enter a request via this interface.
PAGE LINKS

None

USER INPUTS

Customer: List of frequent customers.
Choosing a name from this list will
prepopulate Name, Email Address
and Affiliation if they are known.

Name: Name of requester.
Email Address: Email address of customer.
Affiliation: Affiliation of customer.

Category: Category in which this request falls
into.

Source: Source of request.
Question: Question in request.
Details: Details of question in request.
Attach File: Attach a file with request.
Next Step: What to do after adding the request.
Make Referral

Request Database Detail Page

Request Database List Page

Request Database Search Page

Service this Request

=
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PAGE TITLE
Make Referral

SYNOPS'S W WO Hational Weather Senvce - Misimosl] Inteirsel Euplone

Use this page to send a referral to one or more third parties. Celllndl © 2F: B B b 02K sncsde il bty ittt 23102
Fie Edi Www Fawsber Jooh Hee

HELP TOPIC b . P

National Weather Service

I Request Database | - HWS Customor Relationship Manages

Horme Page this Baguest *ake Rederral Snarch My Respanies
USER CLASS Make Refarral

Service Representative [ Systam Relemral Hessages: | =l
MENU SELECTIONS ty e e

Fedeiral Hessage:

Home Page: Click here to go to your
Home page.

Service this Request: Click here to open the
Service This Request page.

Make Referral: Re-opens the current page. -
This is provided for
consistency between page

Blifiple el addresses i e sbove Rederal List Sebd st bo sepeated by o comma wsd withoo! spaces o
menus. emailgaddress. o, addressgemail.gay
Search My Responses . Click here to search the My gl Zend Referral 4Find Contacts ¥ Zave Message “F Bave List
Response database. P

DETAILED DESCRIPTION

To make a referral you need to enter a message and establish who to send it to. Just like the Service This Request page, this page provides
resources to help to do this easily by automating repetitive tasks and making the right resources available at your fingertips.

The Send Referral page is divided into two sections. The bottom part of the page displays key information pertaining to the customer
request. This is provided for reference while composing your referral message. The top half of the page provides various input fields to help
you compose and address the referral.

The system supports the ability to select a predefined message and/or referral list from either the system list or from your personal
collection. After you pick which to use, your selections are automatically loaded into the appropriate fields — in this case either the Referral
Message or the Referral List fields.

To establish the referral message, select from the System Referral Messages, My Referral Messages, or type directly into the Referral
Message field. To establish who needs to receive your message, select from the System Referral Lists, My Referral Lists, or type directly
into the Referral Lists field. To save either the message or the list for next time, click on the Save Message or Save List links.

After the referral is composed and addressed, click the Send Referral link to send it out. Since sending a referral does not explicitly affect
the status of a ticket, you need to do this next. The system opens the Service This Request page after every referral. Use this to update the
status of the ticket as necessary.

PAGE LINKS USER INPUTS

Send Referral: Click here to send the The following provides detail regarding the available input fields. After you
contents of the Referral make any necessary edits, click the Send Referral link to send your
Message field to the referral and go to the Service This Request page.
recipients listed in the System Referral Messages: Loads the Referral Message field
Referral List. Sending a with a system-level predefined
referral does not produce message based on the selected
any change in the tickets item.
status. My Referral Messages: Loads the Referral Message field
Find Contacts: Opens the Search page of with a user-level predefined
the Referral database to find message based on the selected
referrals. item.
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Make Referral

Save Message:

Save List:

Saves the contents of the
Referral Message field into
the Referral Messages
database so they can used
used again at some point in
the future. Saved messages
are available the next time
the Make Referral page is
opened.

Saves the contents of the
Referral List field to the
Referral Lists database so
this can be used again at
some point in the future. This
is available the next time the
Make Referral page is
opened.

Referral Message:

System Referral Lists:

My Referral Lists:

Referral List:

This field should contain the
message that will be sent to the
referral list. This can be
automatically loaded by selecting
from those available in the System
Referral Messages or My Referral
Messages fields. You can also type
directly into this field to create your
message by hand.

Loads the Referral Lists field with a
system-level predefined list based
on the selected item.

Loads the Referral Lists field with a
user-level predefined list based on
the selected item.

This field should contain the referral
lists to receive the message. This
can be automatically loaded by
selecting from those available in the
System Referral Lists or My
Referral Lists fields. You can also
type directly into this field to create
your list by hand.

OTHER HELP PAGES RELATING TO THIS TOPIC

Create Ticket Page

Request Database Detail Page

Request Database List Page

Request Database Search Page

Service this Request

NWS CRM System: Version 1.0
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PAGE TITLE

Request Database Detail Page

SYNOPSIS

Use this page to review the complete history of a customer

request.
] b A petede omege b SASDDIL RS e R D

HELP TOPIC !h-idl m  Fgesier Dok Hee

Y HOu - Hatrenal Weather Sevicn - Mol Interet Eaplom

Mational Ooceanic and Atmospheric Aministratis
|Request Database _ | g National Weather Service
' '
Service Representative Service Request Database
Supervisor 4 .Joe Public = & Customer wih 178 wchied toketis) - s

O 050 1 I0CREEEES
MENU SELECTIONS

Home Page: Click here to go to your

Home page. C MO Wiithar Ride Sunery Submitied: SRl
Search Tickets: Click here to search the am e
Request Ticket database. Frohans T
Service this Request: Click here to open the ' :
Service Request page for L Seevice Time: I8
this ticket.
Make Referral: Click here to open the Make
Referral page for this ticket. e AcwsTnfm

Logout: Click here to logout and
close your current session.

DETAILED DESCRIPTION

The Request Detail page pulls together all of the information pertaining to a request and the customer making it, and provides all of this data
in one place. The page can be divided into six sections starting from the top and working down. The sections are the: (1) Header, (2)
Request Data, (3) Service Data, (4) Status History, (5) Follow-Up History, and (6) Notes.

(1) The Header is provided at the very top of the page and provides data and links regarding the customer. A customer is identified via the
email address that they are required to provide when they make a request. The system uses this address to search the Customer database
and the archive of previous tickets to find relevant data. If the customer is found in the Customer data, a link to their customer record is
provided here. Click this to open another page that provides a rich set of important data. If the customer is not found in the database, the
header includes a link to add this customer so this data will be available in the future.

The header also includes data extracted from the Request database. The total number of requests originated from this customer is listed.
The complete listing of these is available by clicking the View Service History link.

(2) The next section provides details entered by the customer when they made their request. The date and time when the request was made
is also recorded and available in this section.

(3) Following this, we have the Service Data section. This includes information about the Representative that serviced the request, their
response to the customer, and key performance data. Also included in this section is a record of any referrals that have been made as result
of this request.

(4) Atfter this, we see the complete ticket status history for this request. Every time something happens to change the status of this request
an entry is created here. This includes: what the action was, the date, the time, the person performing the action, and the new status of the
ticket established as a result of the action.

(5) Next comes the Follow-Up history. Any and all follow-ups initiated by the customer that related back to the original tracking number are
listed here.

(6) Finally, the Notes section lists all of the notes recorded pertaining to this request.
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Request Database Detail Page

PAGE LINKS USER INPUTS

Note that the following list includes the complete set of links
that are available from this page. Depending on the status of
the request, the customer, and the user class of the viewer,
not all of these links will be available at all times.

The details pertaining to what is available - and when - are
provided in the following explanations.

Search Knowledge Base:

Customer:

Customer Database:

View Service History:

Tracking #:

Email:

Add Note:

Survey Submitted:

Click Here:

http://v36.surecode.com/cgi-bin/doit.cgi?204:536:189707334:11 (2 of 3) [12/19/02 10:41:20 AM]

Used to search the
Knowledge Base database
for information that could
help resolve this request.

This link is available when
the email address of the
individual making the request
is stored in the Customer
database. In this case,
clicking on the link will open
the Customer database to
the correct record and reveal
many additional details about
this customer.

This link is available when
the email address of the
individual making the request
is NOT stored in the
Customer database. In this
case, clicking on the link will
open the Customer database
Add page.

Click here to see a complete
history of the previous
requests originated by this
customer.

This link is available if the
current request is a follow-up
to a previous ticket. In this
case, clicking here opens the
request detail page for that
original request.

If clicked, this opens your
local mail client and pre-
loads the indicated email
address to the To: field.

Click here to add a note to
this request.

This link is available in the
case where the customer
has responded to the
customer survey. In this
case, clicking on this link
opens a page that reveals
the customer's feedback.

This link is only visible to
Supervisors and is used to re-
open a request ticket
regardless of its current
status.

None




Request Database Detail Page

OTHER HELP PAGES RELATING TO THIS TOPIC

Create Ticket Page

Make Referral

Request Database List Page

Request Database Search Page

Service this Request
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Request Database List Page

SYNOPS|S AN HOW - Hational Weather Smvicn - Microsl! Interet Eaplorm
. s I puseidin Comige ben el sepde com oo benS00EY
This page shows the requests that match your search or
selection.
HELP TOPIC
I Request Database | Home Page HBearch Tickoks Lok
Service Request Tickets
USER CLASS BgstDate  Time Huquastar Sartus Sarviced Oy
N N 1FITHE 0804 AM Jeu T r sh Sckas Jehs Grasats
SeNICQ Representative NG (B0 AM  Jos Tenchar rp— o Warking  Joha Grassts
Supervisor NI 0903 AM ' i it e vt
MENU SELECTIONS 1 731G I"i“-l..ﬁ\.lfl o Toncha Sk 8 High Seb Jehs Ghrasat s
11F1LAHE 07 15 Al f fege Clerisd b Ghrasat i
g MIAAME 0639 AM Jul Phalbpi Aetiasdag Jehs Ghrasat i
Home Page: Click here to return to the R ”,;i: I I Clowed Jsha D
Supervisor or Service HIIMZ 03HAM  Brtany Jobngos ol High Schad e Fer
Representative Home page. NFLIME 0305 A0 ; T
. i . NFIANG 0357 AM  Brteny Joknioe ] Hagt Sehea Jehs Grasats
Search Tickets: Click here to open the P — et rm———— Narfslk Highs Seh
Search page. WITIME (98 AM  JeEFed Bt

rlagi

. i (A2 of 150} Mt 20
Logout: Cllck_ here to end your T T T N R e e
session.

DETAILED DESCRIPTION

This page can be produced in several ways, by clicking on a drill-down link, by doing a search, or by browsing all the records listed in the
Request Tickets database.

PAGE LINKS USER INPUTS

Rqgst Date: Click here to view the full None
details of this listing.

OTHER HELP PAGES RELATING TO THIS TOPIC
Create Ticket Page

Make Referral

Request Database Detail Page

Request Database Search Page

Service this Request

I~
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PAGE TITLE

Request Database Search Page

SYNOPSIS

Use this page to search the request ticket database for a

particular service request.
HELP TOPIC

I Request Database |
USER CLASS

Service Representative
Supervisor

MENU SELECTIONS

Home Page:

My Profile:

Search Tickets:

Takes user to the Supervisor
or Service Representative
Home page.

Takes user to the Supervisor
or Service Representative
Profile page.

Click here to open the
Search Tickets page.

R HO - Hateanal Weather Sevien - Moot Interet Eaplom

Eig L pspsads comiogrbn R ecage domoarben Sl a3

REUGHEIRVECEELS '§ ;

NWS Customer Relationship Managerm

] B iR naesedie cvmlege bandaed 69 TO0T 86T 300U N IR

DETAILED DESCRIPTION

This page gives you great flexibility in searching the request database. You can choose any combination of the provided selection criteria.
The more criteria you select, the more focused your results will be. To list every request in the request database, just leave all the input
fields blank and click the SEARCH button.

PAGE LINKS

None

USER INPUTS

After select one or more criteria from the options shown below, click the

Search button to build your list.

Tickets On Or Before:

Tickets On Or After:

Tracking Number:

Name:

Affiliation:

Current Status:

Question Pertains To:

Keyword:

Serviced By:

Type:
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Search for request tickets created
on or before the indicated date.

Search for Request tickets created
on or after the indicated date.

Search for tickets with the provided
tracking number or fragment.

Search for tickets with the provided
name or name fragment.

Search for tickets with the indicated
affiliation.

Search for tickets with the selected
status.

Search based on the request
category.

Search based on the following
keywords. Multiple words are
combined using a logical AND. The
keywords are matched against all
available information fields.

Find tickets serviced by the
selected Service Representative.

Search for New or Follow-Up
Requests.
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Request Database Search Page

OTHER HELP PAGES RELATING TO THIS TOPIC
Create Ticket Page

Make Referral

Request Database Detail Page

Request Database List Page

Service this Request
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PAGE TITLE

Service this Request

SYNOPS'S AR HOAE - Hatisnsl Wealher Sevien - Micimml) Inteiret Eeplom

Use this page to service a customer request. bl ] b 13 oot o e s 6591 1081
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HELP TOPIC . ] Hational Goeankc and Atmospheric -' atlo
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[Request Database | (\-’ National Weather Service
ol NWS Customer Relationship Managemant

USER CLASS
Service Representative
MENU SELECTIONS

Home Page Bervice this Roguest Make Refenral
Service thiz REqIIEEt

Syvtem Nesponuoe |
Hy Hespanses: r_:|

Amsnlution:

Home Page: Click here to go to your
Home page.

Service this Request: Re-opens the current page.
This is provided for
consistency between page Mt Step: R
menus.

Make Referral: Click here to open the Make
Referral page.

g.'l Ga Ta Mext Stap 4 Search KBase  F Save Mty Response T.I Update KBase

Search My Responses : Click here to search the My
Response database.

DETAILED DESCRIPTION

The Service This Request page is divided into two sections. The bottom part of the page displays key information pertaining to the customer
request. This is provided so that you can refer to this while responding. At the very bottom of this section we also include the ability to attach
a file to the Request Ticket. Whatever type of file you upload using this feature, it will be available to other Service Representatives and
Supervisors.

When attaching files, please note that the person receiving the file needs to have an appropriate viewer for whatever file type you upload.
For example, it you upload an MS Excel spreadsheet, but a user only has Lotus 123, then they would not be able to open the file after it is
downloaded.

The top half of the page provides various input fields to help you respond to the request and close the ticket. The system supports the ability
to select either a predefined system response or one from your personal collection. Your personal responses are items that you have saved
at some point in the past. The quick response data is automatically loaded into the Resolution field as items are picked off of the predefined
selection lists. To pick a system response, select from the System Responses field. To pick one of your own responses, select from the My

Responses field.

If this is a one-of-a-kind issue and there is nothing on the quick response lists that would be appropriate, you can just type your answer in
the Resolution field. What ever data you enter into this field will be emailed back to the customer and stored in the system.

Note that you can also combine the automatic and manual approaches. This can sometimes save a lot of time. First select one of the
predefined resolutions off the quick response lists and then edit the text that was loaded to address the current situation.

When you done, you have the option of saving your answer so that you can use it again at some point in the future. When you click the Save
My Response link at the center of the page, any text in the Resolution field is preloaded to the Add page of the My Resolution database.
Add a title and click the ADD button and this information will appear on your My Responses list the next time you service a request.

In addition to saving responses, the system also makes it very easy to capture an entire issue - including both the original question and its
resolution - for storage into the Knowledge Base database where they will accessible to all who might encounter similar issues in the future.
When you click on the Update Kbase link, the necessary add page opens with most of the field already pre-filled. Make any necessary
edits, add some optional keywords, and click the ADD button.

The only step that remains is to establish the next steps. You need to select from one of the available choices from the Next Step field and
click the Go To Next Step link located at the center of the page. A detailed explaining of the various choices is provided below. The status of
the ticket will be updated based on what you pick and, in most cases, you will return back to your Home page.
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Service this Request

PAGE LINKS USER INPUTS

The following provides detail regarding the available input fields. After you
make any necessary edits, click the Go To Next Step link to save your

Go To Next Step:

Search KBase:

Save My Response:

Update KBase:

Triggers the next step in the
workflow based on the
selected Next Step. See the
discussion below for a
detailed presentation of the
available options.

Open the search page of the
Knowledge Base database.
Use this link to look for a
resolution to the current
issue.

Save the contents of the
Resolution field into the My
Response database so it can
be reused again at some
point in the future. This
response will be available in
the My Responses selection
list the next time you service
a request.

Update the Knowledge Base
database with the contents of
the Resolution field. This will
make your response
available to other Service
Representatives on your
team.

changes.
System Responses:

My Responses:

Resolution:

Next Step:

Loads the Resolution field with a
system-level predefined response
based on the selected item.

Loads the Resolution field with a
user- level predefined response
based on the selected item.

This field should contain the
resolution information that will be
sent to the customer. This can be
automatically loaded by selecting
from the available responses in the
System Response or My Response
fields. You can also type directly
into this field to create your
response.

This field establishes the status of
the request ticket, and actions
taken by the system, after you click
the Go To Next Step link. See the
table shown below is a detailed
explanation of each choice.

Meaning of the Various Next Step Options

Email Customer And Close The contents of the Resolution field

Ticket:

Email Customer For Clarification:

Email Customer With Status
Update:

Cancel Service & Re-Open
Ticket:

Do Nothing & Go To Home:

Close Ticket With NO Response:

Close Ticket & Refer To OS:
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is emailed to the customer and the
status of the ticket is set to Closed.

The status of the ticket is changed
to Feedback Pending and the
contents of the Resolution field is
emailed to the customer. The ticket
remains in this state until the
customer responds, after which, the
status is reset to Working.

No change in ticket status, but the
customer is emailed the contents of
the Resolution field.

The status of the ticket is reset to
Open thus making it available to
other Service Representatives to
service. NO response is sent to the
customer.

No change in ticket status and NO
response is sent to the customer.
This has the same effect as clicking
the Home link in the menu bar.

The ticket status is set to Closed
and NO response is sent to the
customer.

The status of ticket is set to Closed.
A new Open ticket is created in the
OS Module. NO response is sent to
the customer.




Service this Request

Close Ticket & Refer To DM: The status of ticket is set to Closed.
A new Open ticket is created in the
DM Module. NO response is sent to
the customer.
OTHER HELP PAGES RELATING TO THIS TOPIC
Create Ticket Page

Make Referral

Request Database Detail Page

Request Database List Page

Request Database Search Page

127
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Categories For Customer Database
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PAGE TITLE
Categories For Customer Database
SYNOPSIS

Use this page to add and edit categories for the Customer
database. Hatisnal Deaanie p——

- 4 &t 1':.. tied
J . Nalonal W eat

NWS Customar Relationship Managem
ISetup Categories | i

USER CLASS

Supervisor

MENU SELECTIONS

Home Page: Click here to return to the
Supervisor Home page.

T HORA  Hatisnal Weather Servicn - Micimish Intsirst Exphos
Fle Ed® e  Fyesber  Jooh  Hel Ao [@] s 0 6 et comiooy bndon o TRET

Current Categories

Setup Categories: Click here to return to the
Categories Setup page.

DETAILED DESCRIPTION

All of the categories you can change are shown below. The main thing to remember is that each category goes on its own line. To add a
new category, just add a new line with the categories name. To remove a category, remove its line.

Do not use any punctuation marks or special characters except for commas and periods. Be careful not to introduce any blank lines either
above, below, or in the middle of the list.

In most cases, the categories will be presented in the order in which they are listed here. It is OK to reorder the list so the most frequently

used selections appear near the top. In general, the position of an item in the list does not impact any system functions and is only relevant
to user presentation.

PAGE LINKS
None.

USER INPUTS

State: The list of customer states.
Type: The list of customer types.

Service Subscriptions: The list of available subscription
services.

OPR: List of available OPR offices.

OTHER HELP PAGES RELATING TO THIS TOPIC

Categories For Customer Survey

Categories For Knowledge Base

Categories For Mail List

Categories For Referral Database

Categories For Request Tickets

Categories For Service Rep Locations

Setup & Edit Categories

=
=
[
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PAGE TITLE
Categories For Customer Survey
SYNOPSIS

Use this page to add and edit answers categories for the
Customer Survey. Hatisnal Deaanie and At

aaphid 1':. r
HELP TOPIC National Weather Sel

NWS Customer Relationship Manag

T HORA  Haternal Weather Servics « Micimish Intsirst Ephons
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ISetup Categories |
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MENU SELECTIONS

At yow hawe made yaur changes, ook the SAVE CHANGES bumon Below 10 male fhees isatantly sealable 10 yoor uses

Home Page: Click here to return to the
Supervisor Home page.

Current Categories

Setup Categories: Click here to return to the
Categories Setup page.

Dimmgres Mor Agree

sngly Dimsgres

DETAILED DESCRIPTION

All of the categories you can change are shown below. The main thing to remember is that each category goes on its own line. To add a
new category, just add a new line with the categories name. To remove a category, remove its line.

Do not use any punctuation marks or special characters except for commas and periods. Be careful not to introduce any blank lines either
above, below, or in the middle of the list.

In most cases, the categories will be presented in the order in which they are listed here. It is OK to reorder the list so the most frequently
used selections appear near the top. In general, the position of an item in the list does not impact any system functions and is only relevant
to user presentation.

PAGE LINKS USER INPUTS

None. Was our response helpful: List of possible answers for the
response helpful question.

Was our response timely: List of possible answers for the
response timely question.

Was the customer service area of List of possible answers for the site
our web site easy to use: easy question.

OTHER HELP PAGES RELATING TO THIS TOPIC

Categories For Customer Database

Categories For Knowledge Base

Categories For Mail List

Cateqories For Referral Database

Categories For Request Tickets

Categories For Service Rep Locations

Setup & Edit Categories
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PAGE TITLE
Categories For Knowledge Base

SYNOPSIS WHOAA  Hatoenal Weather Sevice Mool Intsiret Explorer
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Use this page to add and edit categories for the Knowledge e @ E AR
Base database. Hatiensl Dzsanie ]

HELP TOPIC National Weather Qé'_.

NWS Customar Relationship Managem

ISetup Categories |
USER CLASS
Supervisor

MENU SELECTIONS

Home Page: Click here to return to the
Supervisor Home page.

Setup Categories: Click here to return to the
Categories Setup page.

DETAILED DESCRIPTION

All of the categories you can change are shown below. The main thing to remember is that each category goes on its own line. To add a
new category, just add a new line with the categories name. To remove a category, remove its line.

Do not use any punctuation marks or special characters except for commas and periods. Be careful not to introduce any blank lines either
above, below, or in the middle of the list.

In most cases, the categories will be presented in the order in which they are listed here. It is OK to reorder the list so the most frequently

used selections appear near the top. In general, the position of an item in the list does not impact any system functions and is only relevant
to user presentation.

PAGE LINKS
None.

USER INPUTS

Category: The list of topics that a knowledge
base entry can be assigned to.

OTHER HELP PAGES RELATING TO THIS TOPIC
Categories For Customer Database

Categories For Customer Survey

Categories For Mail List

Categories For Referral Database

Categories For Request Tickets

Categories For Service Rep Locations

Setup & Edit Categories
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Use this page to add and edit categories for the Mail List
database. Hatienal Ozsanie ]

HELP TOPIC

National Weather Ser

NWS Customer Relationship Managem

ISetup Categories |
USER CLASS
Supervisor

MENU SELECTIONS

Home Page: Click here to return to the
Supervisor Home page.

Setup Categories: Click here to return to the
Categories Setup page.

Current Categories

Mall List Categerny: [EEES

x|

savECHANGES | RESET |

DETAILED DESCRIPTION

All of the categories you can change are shown below. The main thing to remember is that each category goes on its own line. To add a
new category, just add a new line with the categories name. To remove a category, remove its line.

Do not use any punctuation marks or special characters except for commas and periods. Be careful not to introduce any blank lines either
above, below, or in the middle of the list.

In most cases, the categories will be presented in the order in which they are listed here. It is OK to reorder the list so the most frequently

used selections appear near the top. In general, the position of an item in the list does not impact any system functions and is only relevant
to user presentation.

PAGE LINKS USER INPUTS

None.

Mail List Category: Names of available categories.

OTHER HELP PAGES RELATING TO THIS TOPIC

Categories For Customer Database

Categories For Customer Survey

Categories For Knowledge Base

Categories For Referral Database

Categories For Request Tickets

Categories For Service Rep Locations

Setup & Edit Categories
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PAGE TITLE
Categories For Referral Database
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Use this page to add and edit categories for the Referral T Y-
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USER CLASS
Supervisor

MENU SELECTIONS

Home Page: Click here to return to the
Supervisor Home page.

Setup Categories: Click here to return to the
Categories Setup page.

DETAILED DESCRIPTION

All of the categories you can change are shown below. The main thing to remember is that each category goes on its own line. To add a
new category, just add a new line with the categories name. To remove a category, remove its line.

Do not use any punctuation marks or special characters except for commas and periods. Be careful not to introduce any blank lines either
above, below, or in the middle of the list.

In most cases, the categories will be presented in the order in which they are listed here. It is OK to reorder the list so the most frequently

used selections appear near the top. In general, the position of an item in the list does not impact any system functions and is only relevant
to user presentation.

PAGE LINKS
None.

USER INPUTS

Expertise: The list of areas of expertise that
can to assigned to a given referral
contact.

OTHER HELP PAGES RELATING TO THIS TOPIC
Categories For Customer Database

Categories For Customer Survey

Categories For Knowledge Base

Categories For Mail List

Categories For Request Tickets

Categories For Service Rep Locations

Setup & Edit Categories

108

NWS CRM System: Version 1.0 Back | Contents | Search | Print | Login

http://v36.surecode.com/cgi-bin/doit.cgi?204:536:189707334:108 [12/19/02 10:43:38 AM]


javascript:history.go(-1);
http://v36.surecode.com/cgi-bin/doit.cgi?218:536:189707334:1
http://v36.surecode.com/cgi-bin/doit.cgi?202:536:189707334
javascript:print();
http://v36.surecode.com/cgi-bin/doit.cgi?218:506:1:1
http://v36.surecode.com/cgi-bin/doit.cgi?203:536:189707334:108
javascript:history.go(-1);
http://v36.surecode.com/cgi-bin/doit.cgi?218:536:189707334:1
http://v36.surecode.com/cgi-bin/doit.cgi?202:536:189707334
javascript:print();
http://v36.surecode.com/cgi-bin/doit.cgi?218:506:1:1

Categories For Request Tickets

National Weather Service: Customer Relationship Management System Back | Contents | Search | Print | Login

User Manual & Documentation

PAGE TITLE

Categories For Request Tickets

SYNOPSIS SR HOAA  Hatrsral Wather Servien - Mool Inbeiret Exphone:

Fle Ed® e  Fyesber  Jooh  Hel A [ @] s 3 nsmonte comdnp bR b e S

Use this page to add and edit categories for the Request
Tickets database. Hational Desanic and At

i P e 1". [
| National Weather Sei

NWS Customar Relationship Managem
ISetup Categories |

USER CLASS ¥ you meed B2 add of change 3 Search calegory far your database. you 3 in e sghl place

. | of This Categories wow Can Changi any ohose bedos Thie rmses theng (o sememBe s at each Categony goes on i a”
Superwsor . To i @ v categary, st add @ nes ee with ihe calegones name. Te remov 3 calegory, remmo ds e ) 1
MENU SELECTIONS 3 T e

Adee you hisw made your changes, cick Pa SAVE CHANGES Bumen Bolow (0 mais Thae matardly sealabhe 10 yoer us,

Home Page: Click here to return to the Current Categories
Supervisor Home page.

Setup Categories: Click here to return to the
Categories Setup page.
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DETAILED DESCRIPTION

All of the categories you can change are shown below. The main thing to remember is that each category goes on its own line. To add a
new category, just add a new line with the categories name. To remove a category, remove its line.

Do not use any punctuation marks or special characters except for commas and periods. Be careful not to introduce any blank lines either
above, below, or in the middle of the list.

In most cases, the categories will be presented in the order in which they are listed here. It is OK to reorder the list so the most frequently
used selections appear near the top. In general, the position of an item in the list does not impact any system functions and is only relevant
to user presentation.

PAGE LINKS USER INPUTS

None. Category: The list of topics that a request

ticket is assigned to. This list is
visible to customers from the
Request Service page and also is
available on the Service
Representative Profile page. This
field provides the mechanism for
routing specific requests to specific
Service Representatives.

Source: The list of sources for a request
ticket. This is only accessible to
Service Representatives working
via the Create a Ticket page.
Irrespective of any choices on this
list, tickets submitted by customers
via the Request Service page are
always set to Web as its source.
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Categories For Customer Database

Categories For Customer Survey

Categories For Knowledge Base

Categories For Mail List

Categories For Referral Database

Categories For Service Rep Locations
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Categories For Service Rep Locations
SYNOPSIS

Use this page to add and edit categories of Service
Representative locations. National Oceante and Atmospheric Administratis
HELP TOPIC National Weather Service

NWS Customer Relationship Managem

T HORA  Hatienal Weather Servics < Micimish Intsirst Exphons
Fle E®  ww  Fyesber  Jooh  Hel Ao [@] s 6 et comioo bnddon o TIENET

ISetup Categories |
USER CLASS
Supervisor

MENU SELECTIONS

Home Page: Click here to return to the
Supervisor Home page.

Setup Categories: Click here to return to the
Categories Setup page.

|

savECHANGES | RESET |

DETAILED DESCRIPTION

All of the categories you can change are shown below. The main thing to remember is that each category goes on its own line. To add a
new category, just add a new line with the categories name. To remove a category, remove its line.

Do not use any punctuation marks or special characters except for commas and periods. Be careful not to introduce any blank lines either
above, below, or in the middle of the list.

In most cases, the categories will be presented in the order in which they are listed here. It is OK to reorder the list so the most frequently

used selections appear near the top. In general, the position of an item in the list does not impact any system functions and is only relevant
to user presentation.

PAGE LINKS
None.

USER INPUTS

Location Site: Names of available service
representative locations.

OTHER HELP PAGES RELATING TO THIS TOPIC
Categories For Customer Database

Categories For Customer Survey

Categories For Knowledge Base

Categories For Mail List

Categories For Referral Database

Categories For Request Tickets

Setup & Edit Categories

106
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PAGE TITLE
Setup & Edit Categories

SYNOPSIS SR HOAA  Hatrnal Wmalher Servien  Micsmslt Inbeiret Enphone: 5
; n n Ele Ed Yem Foester Dooh Hee | e @] tes ot noroie comiog bndion g 51485 S B0 a0 =] @l
Use this page to add and edit categories throughout the T Y-

system.
HELP TOPIC

ISetup Categories | Home Dage
Setup & Edit Categories

USER CLASS WARNING: Do mof changs sy of these setis
Supervisor
MENU SELECTIONS =+ Systemn Related Categaries =+ Customer Related Categaories
Sarvice Rap Locatiom f%  Maquass Tickar
Home Page: Click here to return to the Mail List 1 Customar Databass

Rafarial Databmie %  Cumtamar Sureay
Knawledge Dase

Supervisor Home page.

Setup Categories: Click here to return to the
Setup Categories page (the i &
current page). This Option is Bl submit Changs Request Visw Al Changs Raquasts
provided to establish menu
consistency for the various
pages in this module.

DETAILED DESCRIPTION

WARNING: Categories are used extensively throughout the NWS CRM system to organize and route information and tickets. Although the
system gives Supervisors the ability to update many of these directly via the links on this page - modifications should be done with great
care. Deleting or changing key categories may cause the system to malfunction.

To be safe, we recommend sending an email to support@surecode.com to confirm a change prior making it here.
Here are some important things to note when working with categories:

(1) Generally speaking, it is much safer to add a new category then it is to delete or rename one.

(2) Changing a category impacts data on a moving forward basis and has no impact on any data already stored.
(3) Renaming a category is the same thing as deleting the old and creating a new one.

(4) When defining categories, do not include any special characters or punctuation marks except for commas and periods.

PAGE LINKS USER INPUTS
System Related Categories None

Service Rep Locations: Service Representative
locations available from the
My Profile page.

Mail List: Categories available from the
Mail List database.

Referral Database: The list of expertise
categories.

Knowledge Base: Categories defined for the
internal Knowledge Base
database.

Customer Related Categories
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Setup & Edit Categories

Request Ticket: Provides access to two key
Request Ticket category
lists: Source and Category.

Customer Database: Provides access to four lists
that pertain to the Customer
database. These are: State,
Type, Service Subscriptions,
and OPR.

Customer Survey: Provides access to the list of
available responses for the
customer survey.

OTHER HELP PAGES RELATING TO THIS TOPIC

Categories For Customer Database

Categories For Customer Survey

Categories For Knowledge Base

Categories For Mail List

Categories For Referral Database

Categories For Request Tickets

Categories For Service Rep Locations
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PAGE TITLE
Customer Survey Feedback
SYNOPSIS

This report provides the department Supervisor with access
to customer feedback.

HELP TOPIC

AR HOAA - Hatiensl Weather Sevien - Mol Interet Eaplores

g 6 isetade domegebin el 670 Fade com o biniel £ TR R03EY 5§

I User Feedback |

USER CLASS Home Pane Burvey Rosults Hurvey Commints
Supervisor Customer Feadback
MENU SELECTIONS e el cted
Home Page: Links to the Supervisor f_‘:::‘;i:’f 'L
Home page. Upper Duu; .l.l.-l
Survey Results: Reloads the current page. i‘““"" ’:';""";'J: |L
. . . . ESPONSEe |imens: .
This link is provided for menu FEan T’
consistency. Toral Frepomars Evabsaed 8
Survey Comments: Click here to view any
narrative comments Was war rospomrn halphl?
Respoates T This Querson 818
submitted by customers. This
data is provided on a ey S
Strongly Agres 7
separate report because it : EEm

does not lend itself to
graphical presentation.

DETAILED DESCRIPTION

The customer feedback presented in this report is provided in a graphical format.
PAGE LINKS

USER INPUTS

Reset Filter Options: Click here to reset the search ~ NOne
filter.

OTHER HELP PAGES RELATING TO THIS TOPIC
Customer Survey Feedback Comments

Filter Customer Survey Results

Survey Completed

User Feedback Add Page

User Feedback Detail Page
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PAGE TITLE
Customer Survey Feedback Comments
SYNOPSIS

Provides the department Supervisor with access to narrative
customer feedback.

HELP TOPIC

I User Feedback |

USER CLASS
Supervisor
MENU SELECTIONS

Home Page: Links to the Supervisor
Home page.

Survey Results: Links to customer feedback
presented in a graphical

format.

Survey Comments: Reloads the current page.

This link is provided for menu
consistency.

survey is provided as well.
PAGE LINKS

View Survey: Click here to view the entire
survey for the customer who
provided the listed
comments. Recall that the
survey page provides links to
the complete customer
history.

Customer Survey Feedback

Filter Customer Survey Results

Survey Completed
User Feedback Add Page

User Feedback Detail Page

User Manual & Documentation

TR HOAK - Hational Westher Senvicn - Mictsll Inteiret Erplone:

Comments 1 Suggestion
Fesponse Rale. B8

« Lowe ihe serace. Wery Smaly and efscive

s Sumvry

Agdaas | g s

w Hir i Shae oty of 5y idgpaia

Wi Sumney

Wihire Sunvery

® Hiirg g imi Conmsesti fos el Phali

Wiew Sunvey

None.

MR mpsade com o binSdel oo 7T g kSl o B

DETAILED DESCRIPTION

This report lists all of the comments submitted by customers when completing their survey. A link from each comment back to the completed

USER INPUTS

OTHER HELP PAGES RELATING TO THIS TOPIC

NWS CRM System: Version 1.0
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PAGE TITLE
Filter Customer Survey Results
SYNOPSIS

Provides the department Supervisor with the ability to search
customer feedback in a variety of ways.

HELP TOPIC

TR HOAK - Hational Weather Seivicn - Mictssll Inteiret Eeplore:

National Weather S

NWS Customer Relationship Managen

I User Feedback

e Pane Burvey Results Burvey Commonts

USER CLASS
Supervisor
MENU SELECTIONS Fespomims On O Before:
o oy
Home Page: Links to the Supervisor [Rispome Timey ]| =

Home page. Foro | E
Survey Results: Reloads page you are
already on, here for menu
consistency.

Survey Comments: Comments submitted by
Users.

i SHCNY FILTERED RESIALTS

Isﬂ&.\...hu... Changa H.-.,...qu%v..-w A1l Change Requests

DETAILED DESCRIPTION

This page gives you great flexibility when working with feedback provided via the customer survey. You can limit responses based on any
combination of fields described in the USER INPUTS section.

Note that the more criteria you provide, the more focused your resulting reports will be. To include all of the surveys provide, just leave all
the input fields blank and click the SHOW FILTERED RESULTS button.

PAGE LINKS
None

USER INPUTS

The following provides details regarding the available input fields. After you
choose your filtering parameters, click the SHOW FILTERED RESULTS
button to show your filtered survey results.

Serviced By: Filter by who serviced the Ticket.

Responses On Or After: Filter by surveys provided on or
after the indicated date.

Responses On Or Before: Filter by surveys provided on or
before the indicated date.

Response Helpful: Fitler by responses to Response
Helpful.

Response Timely: Fitler by responses to Response
Timely.

Easy To Use: Fitler by responses to Easy To Use.

OTHER HELP PAGES RELATING TO THIS TOPIC
Customer Survey Feedback

Customer Survey Feedback Comments

Survey Completed
User Feedback Add Page
User Feedback Detail Page
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PAGE TITLE

Survey Completed

TR HOAK - Hational Westher Senvics - Miciosll Ineiret Eeplone:

= ] b Al ppecade e bl puemtade ko i d
Thanks users for completing the survey. e £ Wew Fgester Dk Heo :
HELP TOPIC B

— Mationsl Deeanie mnd nlmmﬁ: nistration
I User Feedback | @ National Weather ~e

USER CLASS
General Public

MENU SELECTIONS

Phirmis O arrsion

Close Window: Closes browser window.
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DETAILED DESCRIPTION

Serves as a confirmation for receipt of the survey and comments.

PAGE LINKS USER INPUTS
National Weather Service Click here to go to National None
Home Page: Weather Service Home
Page.

OTHER HELP PAGES RELATING TO THIS TOPIC
Customer Survey Feedback

Customer Survey Feedback Comments

Filter Customer Survey Results

User Feedback Add Page

User Feedback Detail Page
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PAGE TITLE

User Feedback Add Page
Users submit their surveys from this page.
tons Oceanc and Atmspheric Ad

I User Feedback | @ National We ather"'

USER CLASS
General Public

MENU SELECTIONS

i O arrsinn

Close Window: Closes browser window.

For ol s
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DETAILED DESCRIPTION

Users arrive here via a link sent to them in a confirmation email. They can answer the three questions and submit some comments.

PAGE LINKS USER INPUTS
None

The following provides detail regarding the available input fields. After you
make any necessary edits, click the SUBMIT button to save your changes.

Was our response helpful?: User chooses selection.
Was our response timely?: User chooses selection.

Was the customer service area of User chooses selection.
our web site easy to use?:

Please provide comments or Used to provide comments.
specific suggestions for
improvement in the space
provided below...:

OTHER HELP PAGES RELATING TO THIS TOPIC

Customer Survey Feedback

Customer Survey Feedback Comments

Filter Customer Survey Results

Survey Completed

User Feedback Detail Page
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PAGE TITLE
User Feedback Detail Page
SYNOPSIS

TR HOAK - Hational Weslher Seivicn - Micissll Inteiret Erphone:

; ; de = ] B /35 seoede omog bindeonde comios bin 4567 1
Shows user response to feedback questions and comments if | s g# W Foose Dok Hee
submitted.

Mational Goeankc and Atmospheric

HELP TOPIC National Weather Service
NWS Customer Relationship Manag i
I User Feedback | Home Page 3
USER CLASS Sarvicad By: Johe Grasats
y N Wimw Service History: 5] 2007 1001 052735 575373
Service Representative

_
Supervisor Sarzngly Agnes

MENU SELECTIONS

songle A

=

Home Page Llnks baCk to the Superwsor w Ih-mlr'I-will area ol oul web sile pavy o w7
or Service Rep Home page.
Survey Results: Reloads page you are
already on, here for menu

Flease provide commaenis or speciiic suggesiions lor improvemant in the space provided belos..

ConSIStency' ;:é!;'\ul-lml Changu |-CI'I1III'\.|@I:UIIIW Al Change Raquast
Survey Comments: Comments submitted by
Users.
& i et
DETAILED DESCRIPTION

Shows user reponse to the three questions pertaining to helpfulness, timeliness and ease of use. Also shows comments if submitted.
PAGE LINKS

USER INPUTS
View Service History: Click here to view the None

request of the person who
submitted this feedback.

OTHER HELP PAGES RELATING TO THIS TOPIC
Customer Survey Feedback

Customer Survey Feedback Comments

Filter Customer Survey Results

Survey Completed

User Feedback Add Page

=
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